California CapTel FCC Complaints 6/1/2016 to 5/31/2017

Date of Complaint  Contact Tech.vs. Agent# Nature of Compiaint Explanation of Resolution or Status Date & Time Resaolved Time Comp Rep.
Type Service Initials
CSR found that the CapTe! phone had been set
Customer's assistant for use in 2-Line mode when the customer only
06/01/2016 reparted difficulty placing an [had one phone line. CSR sent an over-the-wire . Within 24
688394 03:37pm CapTel Setup NiA outgoing cali on the CapTel |update to set the CapTel phone to 1-Line mode. 06/01/2016 03:52pm Hours PL
840. The assistant confirmed with a test call that the
CapTei phone was able to place an outgoing call.
CSR's investigation revealed that the customer's
assistant is attempting to connect to captions
Customer's assistant using wireless home telephone service. CSR
06/03/2016 reported that the CapTel advised customer's assistant that the CapTel 840 . Within 24
689094 06:04pm Phone Setup N/A 840 was unable to make or {is not designed for cellufar phone service use and 06/03/2016 08:16pm Hours MTh
receive captioned calls. recommended obtaining an Internet model CapTel
that wolld use the Intemet to support the
captions.
. CSR apologized and thanked the daughter for
f;:itggcje[ffa?i‘;?ﬁz;her sharing this experience. CSR noted with specific
06/06/2016 , noted captions sometimes | CCrail we can follow up with coaching and Within 24
682540 " CapTet | Service N/A monitoring of the CA on a call. The customer's 06/06/2016 01:00pm ST
i2:47pm confused her mother on the - - ) . Hours
CapTel 840 but had no daugljter said she just wished to pnng thn_a
specific examples axperience to our attention and did not wish to
P pies. pursue any folfow up by us.
ﬁ:ﬂi’ss?fﬁ"e :’:'“;:;ad“;’he CSR advised representative that the CapTel 840
06/07/2015 customer wazyusigg the | notdesigned for digital cable use and Within 24
689964 . CapTel Setup N/A, . . recommended obtaining an Internet medel CapTel| 06/07/2016 01:08pm BM
12:58pm CapTel 840 in 1-Line mode Hours
with digital cable feflephone that would use the Internet to support the
service. captions.
CSR's investigation revealed that the customer is
. attermnpting to connect fo captions using VCIP
0810812016 Ieheoft:f}%r:;"s;iifﬁz‘ telephone service. CSR advised customer that the Within 24
690422 i Phone Setup NVA P 2oIng by CapTel 840 is not designed for VOIP ielephone 06/08/2016.05:31pm CH
04:15pm dial out with captiens on the : -, Hours
CapTel 840 in 1-Line mode, service use and recormmended oblaining an
" |linternet mode! CapTel that would use the internet
to support the captions.
C5R's investigation revealed that the customer is
. . aftemptifig to connect to captions using digital
06/09/2016 g;snm?:;;:égeggs:gftd cable telephone service. CSR advised customer Within 48
690696 . Phone Setup N/A ing U that the CapTel 840 is not designed for digital 06/10/2016 04:55pm TF
02:30pm with captions on the CapTel N ) e Hours
840 in 1-Line mods cable service use and recommended obtaining an
) internet model CapTel that would use the intermet
to support the captions.

Hamilton Relay, Inc.
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Customer's daughter

CSR's investigation revealed that the customer is
attempting fo cennact to captions using digital
cable felephone service. CSR advised customer

691843 O8/13/2016 | prone | Setup A [feRorted that customer was |y e apTel 800 is not designed for digital | 06/13/2016 08:4tpm | YtNIN24 | o
08:32pm switching fo a digital cable i . Hours
telephone pravider soon. cable use and recommended obtgmmg an internet
model CapTel that would use the internet {o
support the captions.
CER's troubleshooting revealed that the CapTel
phone whs mistakenly programmed for 2-Ling
06/16/2016 Customer's daughter mode when the customer uses one tefephone line. Within 24
692840 08:22pm CapTel Setup N/A reported being unable to CSR assisted the customer with disabling 2-Line | 06/16/2016 09:05pm Hours S0
’ dial out with captions. mode in the menu of the CapTel phone and
confirmed this resolved the customer's
experience.
CSR's investigation revealed that the customer is
. atterapting to connect to captions using VOIP
06M7/2016 E:;g?f:;::?;iﬁ;igmed telephone service. CSR advised customer that the Over 48
633161 . Phone Setup N/A ; CapTel 840 is not designed for VOIP use and 06/26/2016 02:54pm BJB
08:50pm caplionad calls to the . . hours
CapTel 840 in 1-Line mode. recommended obtgmmg an internet model CapTel
that would use the internet to support the
captions.
C5R's invesiigation revealed that the customer is
. attempting to connect to captions using digital
06/19/2018 g:;s;;::;? dnggt?o?uzdm cable telephone service. CSR advised customer Within 24
5893422 0244 CapTel Setup N/&, di . .. ithat the CapTel 860 is not designed for digital 06/19/2016 02:55pm S0
44pm isconnecting on calls with p . Hours
the CapTel 800, cable use and recommended o.bta_:mng an intermet
model CapTel that would use the interhet to
support the captions.
C5R's investigation revealed that the customer is
attempting to connect to captions using VOIP
06/19/2016 Customer reported captions [telephone service. CSR advised customer that the Over 48
693448 05-23pm CapTel Setup N/A not connecting on the CapTel 800 is not designed for VOIP use and 06/27/2016 12:01pm hours EEJ
) CapTel 800 in 1-Line mode. frecomménded obtaining an internet model CapTel
that wouid use the internet to support the
captions,
. CSR investigation found that customer's phone
Customer's assistant . . .
694033 0222:1’5?“16 Phone | Setup N/A  {reported no dial tone on the {2°§D‘:fa§fﬁgﬁeiﬁﬁoi‘é"gsig:;t%“:ﬂ;? sesistant! 0710512016 06:41pm 0;;;:8 BJB

CapTel 840.

further assistance with replacing the phone jack.

Hamilton Relay, Inc.
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Customer's daughter

Explanation of Resolution or Status

CSR's investigation concluded the customer did
not answer on the CapTel phone and the call was
disconnacted. CSR advised customer that when
someche answers a phone other than the CapTel

California CapTel FCC Complaints 6/1/2016 to 5/31/2017

Date & Time Resolved Time Comp

Rep.
initiais

06/21/2016 Info/Referr reported difficulty in phone when the other party has called through the Within 24
853806 10-23am CapTel |afConsum N/A, contacting the customer captioniﬁ’g service, it will be normal to hear "seek | 08/24/2016 10:35am Hours RL
) er Ed with captions on the CapTel {tones” or "beeps" that reoccur throughout the call.
840. This means that the captioning service is sending
a signal or “seek tone" trying to connect fo a
CapTel phone. CSR offered further assistance at -
the daughter's request. '
CSR explained that when callers dial through the
toli-free captioning service, the CapTel screen will
06/22/2016 R;?:?:all . i\sﬁliee;tuon;cggii%dio display "Handsot is Muted” with a progress bar Within 24
694308 12:17 Phone c NiA N whife the CapTel is connecting to the captioning | 06/22/2016 12:26pm CR
17pm onsumer cut out at the beginning of a . . s L Hours
Ed captioned call to the user. Service. Dur!ng thls. tlm_e ' .the agdr? wil bg mut&_d
for Both parties until a live captioning assistant is
on the line.
C8R's investigation revealed that the secend line
telephone cord was connected {o the Line 1 port
on the CapTel 840, and there was not a telephone
cord connected to the Line 2 port. CSR advised
06/23/2016 Customer reported not the customer to connect the second line telephone Within 24
694855 10:3%pm CapTel Setup N/A getling captions on the cord to the Line 2 port on the CapTel 840 and to | 06/22/2016 11:05pm Hours LA
) CapTel 840 in 2-Line mode. |connect the telephone cord for the first line o the i
Line 1 port. C3R conducted incoming and
outgoing test calls with the customer, and the
customer confirmed that these adjustments
resalved their experience.
CSR's investigation revealed that the CapTel was
instailed with two separate telephone lines, but 2-
: , Line mode had not been enabled in the unit's
597185 oer32016 | 1 o NiA o o comectwih . [ment: CSR also found that the CapTe had a ‘ Within 24
10:39pm apTe etup captions on the CapTel 540 mistaken dialing prefix programmed into the 06/23/2016 11:05pm Holrs SB

in 2-Line mode.

menu. CSR assisted with enabling 2-Line mode
and removing the mistaken dialing prefix.
Customer confirmed that these adjustments
resolved their experience.

Hamiiton

Relay, tne.
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CSR's investigation revealed that the customer is
atterptipg to connect to captions using digitai
06/24/2016 Custormner reported a loss of |cable telephone service. CSR advised customer Within 24
694997 12:450m CapTel Setup N/A audio and dropped calls on |that the CapTel 840 is not desigred for digital 06/24/2016 12:55pm Hours HL
. the CapTel 840. cable use and recommended cbtaining an internet
model CapTel that would use the internet to
support the captions.
Infc/ Customer reported CSR advised customer fo begin leaving her .
695251 061252016 | o rer | Refemal 1, lexperiencing difficulty message as soon as she sees (Beep) on the 06/25/2016 0t:51pm | TIN24 | o
01:47pm Consumer lzaving a voice mail CapTel's screen Hours
Ed message for her daughter. )
C8R’s investigation revealed that the customer is
. attempting to connect to captions using VOIP
06/26/2016 g;f};’?::;:'gfoﬁzz?;i telephone service. CSR advised customer that the Over 48
592436 02:91 Phone Setup NfA - CapTel 840 is not designed for VOIP use and G7/07/2016 04:35pm JC
21pm customer using the CapTel . . : hours
840 in 1-Line mode recommanded obta!mmg an infernet model CapTe!
) that would use the internet to support the
captions.
CSR's investigation revealed that the customer is
attempting fo connect fo captions using digital
08/27/2016 Customer's daughter cable telephone service. CSR advised customer's Within 24
625693 . Phone Setup N/A, reported using CapTel 800 {daughter that the CapTel 800 is not designed for | 06/27/2016 02:50pm Miio
02:40pm -, . " - Hours
on digital cabie lines. digital cable usage and recommended obtaining
an internet model CapTel that would use.the
internet,;o support the captions.
CBR's investigation reveaied that the customer is
attempting to connect to captions using digital
06/27/2018 Customer reported no audic |cable telephone service. CSR advised customer Within 24
695716 02:53 CapTel Setup N/A on the CapTel 840 in 2-Line |that the CapTel 840 is not designed for digital 06/27/2016 03:10pm HL
:53pm A . Hours
. [mode, cable use and recommended obtaining an internet
model CapTel that would use the intermnet to
support the captions.
CSR's investigation revealed that the customer is
. aftempting te connect to captions using digitai
0812712018 E;I:;:r;ﬁ:gr?gﬁ;g;{fsﬁﬁg cable telephone service. CSR advised customer Within 24
695776 . CapTel Setup NIA - . that the CapTel 840 is not designed for digital 06/27/2016 05:13pm CR
04:4Cpm the CapTel 840 in 1-Line . . Hours
mods. cabte use and recommended pbta_lmng an internset
model CapTel that would use the internet to
support the captions.

Hamilton

Relay, Inc.
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06/28/2016

The customer reported the

CSR's investigation revealed the CapTel 800's
phone cord connected into an unidentified device
before connecting to the walHack. CSR advised
the customer plug the phone cord directly into the
wali-jack. After giving this advice, CSR made two

Qver 48

696009 01:15pm CapTel Setup NiA dC;pT;IidB—?g:VaeL::;c;i;vnouM attempts to follow up with the customer but was 07/06/2016 03:48pm hours CH
P : unsuccessful. CSR sent a letter to the customer's
address reiterating the previous advice and
requesting they contact CapTel Customer Service
if further assistance is required.
CSR investigated and confirmed the customer
was experiancing a normal defay of 4 seconds in
Info! Customer reported seeing  |captions behind the spoken words, CSR also
. D6/28/2018 Referralf "incomplete” and slow explained how the customer may use sither their . Over 48
696054 02:58pm CapTel Consumer 11049 captions during & call on the |anzalog or internet-based unit, and discussed the 07/06/2016 12:56pm hours T
Ed CapTel 840 in 1-Line mode. |set up with DSL filters. CSR explained the she
may be seeing drapped characters making the
captions appear incomplete.,
Customer raported using an CER advised customer that the CapTel 840 is not
: designad for internet based telephone service use -
696117 06!2?8;2016 CapTel Setup N/A |nterftet ba_s ed telephone and recommended obtaining an infernet mode! 06/28/2016 05:22pm Within 24 5M
05:12pm provider with the CapTel - 2 Hours
. . CapTel'that would use the interqigt to support the
840 in 1-Line mode. .
captions.
CBR's investigation revealed that the Block Call
06/30/2015 Customer's daughter Waiting menu had been programmed incorrectly. Within 24
696862 09'110m Phone Setup N/A reported being unable to CSR assisted customer's daughter with adjusting | 06/30/2016 09:50pm Hours KOH
1P call out on the CagTel 840. |this setting. Customer's daughter confirmad this
adjustment resolved the customer's experignce.
CSR's investigation revealed that the CapTel 840
Customer's assistant was connected to a wall jack that was not
providing phone service. CSR advised the s
06/30/2016 reported that the CapTel . : . Within 24
696635 11-50am Phone Setup NfA 840 was unable to make or customer’s assistant to contact the telephone 06/30/2016 12:20pm Hours MTh

receive calls.

sefvice pravider for further assistance with
activating the walt jack for providing phone service
to the CapTel.

Hamilten Relay, Inc.
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Date & Time Resolved Time Comp

Customer reported being

CSR's investigation revealed that the Block Call
Waiting menu had been programmed incorrectly.

697361 Dg}.;,og;zonle Phong Setup N/A unable to dial cut on the CSR assisted with adjusting this setting. 07/05/2016 07:37pm W§2$r54 KOH
AP CapTel 840. Customer confirmed this adjustment resolved the
their experience.
CSR's investigationh revealed that the CapTel's
phone cord had been connected to an inactive
Customer's son reported no . N o
G7/07/2016 ! walljack. CSR advised customer's son fo move - . Within 24
698466 02:24pm Phone Selup N/A ;;}a:[_tlj:z :;1021: CapTe! 840 the phone cord to an active wall jack, Customer's 07/07/2016 02:45pm Hours EEJ
) son confirmed that the CapTel phone had a diat
tone ence more and that captions connected.
CSR's investigation revealed that the customer is
attempting fo connect to captions with phone fines
0710712016 Customer reported calls are |that are not analog. CSR advised customer that Over 48
698385 11:34am CapTel Setup N/A being cutoff while using the |the CapTel 840 designed to be used with anafog | 07/09/2016 06:41pm hours BM
: CapTel 840 in 1-Line mode. |phone lines and recommended obtaining an
Internet model CapTel that would use the Internet
to suppgt the captions.
Further investigation revealed that the calis were
disconnected due to the ¢ther panly not speaking
Infof CSR found the customer  |for an extended period of time. CSR explained
had severat calls that were |that when the captionist is unable to hear any
700940 0:'10_;"42;”16 CapTel Cﬁ:ﬁgf N/A  |disconnected while using  [captionable audio for an extended period of time, | 07/28/2016 11:06am O;fljr':a BM
' Ed the CapTel 840 in 1-Line  |a message stating "{No further information. Your
mode. call will be disconnected)" will be sent, and i the
other party does not then previde any further
captionable audio, the caft will be disconnected.
CBR's Investigation revealed the customer's
phene service has been disconnected, CSR
referred the customer's assistant to the telephone
Customer's assistant service provider for further assistance restoring
07/08/2016 reported being unable to their phone service. After this advice was given, i Over 48
698887 04:38pm Fhone Setup NiA dial out with captions on the |the CSR made mulfipte attempts to follow up with 07/28/2016 06:26pm hours oL

CapTel 840 in 1-Line mode.

the customer and the assistant but was
unsuccessfui. CSR sent a letter to the customer
reiterating previous advice and offering further

assistance upon request,

Hamitign
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Date of Complaint  Contact Tech.vs, Agent# MNature of Complaint Exptaration of Resaiution or Status Date & Time Resolved Time Comp  Rep.

Type Service Initials

CSR investigation revealed a DSL. filter was
Customer's daughter conpected to the Cap:fel unnecessarily. CSR
698713 03,110_22201 5 | capTel | Setup N/A  |reported noise on the line |20Vised the customer's daughter remove the DSL | (2110045 01.00pm | OVEr48 HL
:68am noise on the CapTel 840, filter from the telephone cord of the CapTel hours
phone. The customer's daughter fater confirmed
this resolved the experience.
Further investigation revealed that the cell phone
user may be pressing the SEND &utton on their
cell phone a second time unnecessarily after
entering the CapTel user's area code and phone
Infol Customdegz family nl;tlernber number. CSIF: tried 1;0 follow up with ce:l précgeR
reparte ing unable to user several times but was unsuccessiul.
699911 OTHZZ018 | Phone |~ |y |callto the CapTel user i 1- [sent an emailto the customer explaining the 08/08/2016 03:21pm | OVSr 48 | e
:38pm Consumer ) . . - . hours
Ed Line mode with their cell importance of the c_el{ phone user only pressing
phone. SEND once after dialing the toll free numbest for
the capt(oning service and making sure not to
press SEND again after entering the CapTel
user's area code and phone number. CSR offered
further assistance at customer's request.
. Representative from the state issuing agency later
Bep_r esentative from the reported customer was trying to connect to
18 Issuing Sta.te agency captions using digital phone service. CSR advised o
700885 Og‘;_ g’ 20 CapTel | Setup nja  |eporied difficulty making | e rel 840 was not designed for digital 071182016 12:08pm | OVer48 RN
: :05pm and receiving captioned L haurs
calis on the CapTel 840 in 14 ferephone use and recommendead obtalmn_g an
Line mode internet model CapTe! that would use the internet
) to support the captions.
CSR's investigation revealad that the customer is
attempting to connect to captions using VOIP
0711912018 Customer reported telephone service. CSR advised customer that the Within 24
702021 06:38 CapTei Setup N/A incoming calls dropping on  jCapTel Phone 840 is not designed for VOIP 07152016 07:08pm H KG
:38pm . : L ours
the CapTel 840, telephone service and recommended obtaining an
internat model CapTel that would uge the internet
to support the captions.
C3R's investigation revealed that the CapTel was
. . not plugged to a pewer source when the assistant
07/20/2016 f;;sotrc;z:legzii?ﬁ:glte to called in. CSR advised assistant to plug the phone Over 48
702249 02:16pm CapTsl Setup N/A dial out on the CapTel 840 to & power source for investigation of the issue. 07/26/2016 03:55pm hours LA
' in 1-Line mode Assistant wasn't able {o do that at the moment.
’ C5R later confirmed that the CapTel was being
used with captions successfully.

Hamiiton Relay. Inc.
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Customer reported that thay

Expianation of Resafution ar Status

CSR's investigation revealed that the customer
would be attempting to connect to captions using
VOIP telephone service. CSR advised customer

Date & Time Resolved Time Comp

Rep.
Initéals

702183 03’;2_2;2016 Chat | Setup N/A  |are changing telephone  |that the CapTel 200 is not designed for VOIP use | 07/20/2016 12:35pm | Vtn24 | po
ABam .- ” S . Hours
setvice providers. and recommended obtaining an internat medel
CapTe! that would use the internet to support the
captions.
CSR attempted to troublashoot, but the customer
opted out of over the phone troubleshooting
071212016 Customer reported difficulty |assistance and requested on-site assistance from Within 24
702657 04-00 CapTel Setup NfA hearing audic an the the state issuing agency. CSR referred the 07/22/2016 11:26am KG
:00pm ; v o Hours
CapTel 840. customef to their state issuing agency to Inguire
about scheduling an on-site visit and offered
further assistance upon request.
CSR's investigation revealed that the customer is
attempting to connect to captions using digital
07/21/2016 ocﬁfég?gﬁ;fiﬂﬁﬁegmps on |¢able telephone service. CSR advised customer Within 24
702531 . CapTel Setup N/A ' . . that the CapTel 840 is not designed for digital 07/21/2016 12:20pm EJ
12:14pm the CapTel 840 i 1-Line L - Hours
mode. cable use and recommendead obts!mmg an internet
model CapTel that would use the internest to
support the captions,
CSR's investigation found that the customer was
using the CapTel in 2-line mode with the phone
cords instafied in wrong phone ports on the back
07/24/2016 Customer reported difficulty |of the unit. CSR advised the customer's assistant Within 24
703356 02:05pm CapTel Setup NiA placing outbound calls on  {te switch the phone cords to ensure that the 07/25/2016 01:45pm Hours KG
’ the CapTel 840, primary phene line is connected to Line 1 and the
secondary phone line is connected to Line 2 on
the back of the CapTel. Customer's assistant
confirmed this resoived the experience.
CSR explained that in order for the CapTel 840 o
receive caplions in 1-Line mode, callers must first
. dial through the toli-free captioning servics
071252016 R;?;?:all ;Zﬁﬂ?ﬂi&f?ﬁi rct;d "% |numberCSR further explained the proper diaiing Within 24
703625 0149 Phane c N/A : : I procedure when ptacing calls through the 07/25/2016 01:55pm MKC
48pm GRsumer incoming calls on the o . . . Hours
Ed CapTel 840. captioning service. CSR provided customer with

the appropriate captioning service number. CSR
placed a test cail and verified the CapTel 840 was
getling captions on incoming cafls.

Hamilton

Relay, Inc.
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Initials

Customer's daughter g\sﬁ:‘ d\gse::'lrclu ;(t}%n?er a?g cL{StOTETS g_a l._thI;ter
. at the CapTe is not designed far digita
707678 og; 252018 | opone | setup Na [feported thatcustomeris |1 se and recommended obtaining an internet| 08/08/2016 03:380m | ©Y' 48 | bF
9:59am using the CapTel 800 on ) hours
digital cable phone service. model CapTel ti'[at would use the infernet to
support the captions.
CSR's investigation revealed that the CapTel was
0712712018 Customer's assistant connacted {o a faulty duplex jack. Customer's Within 24
704383 03:38pm CapTel Setup N/A reparted getting echo on the assista[_} removed the faulty duplex jack and 07/27/2016 03:53pm Hours LA
’ CapTel 840 in 1-Line mode. {confirmed that this adjustment resolved their
experience.
CSR's investigation revealed that the customer is
Customer's daughter atternpting to connect to captions using digital
0713012016 reported frequent difficulty  |cable telephone service, CSR advised custamer Over 48
705185 49-5%am CapTef Selup N/A calling out with captions on  (that the CapTel 840 is not designed for digital 08/66/2016 G2:45pm hOUrs CM
) the CapTel 840 in 1-Line  |cabie use and recommended obtaining an intermet
mode, model CapTel that would use the internet to
support the captions.
CSR's investigation revealed that the customer
may be attempting to connect to captions using
VOIP telephone service. CSR advised the
customer's daughter that the CapTel 840 is not
designed for VOIF telephone service and
Customer's daughter recommended obtaining an internet madel CapTel
07/31/2018 reported calls do not that wouid use the internet to support the Over 48
705427 03:34pm CapTel Setup N/A connect on the CapTel 840 |captions. The daughter decided they would 08/07/2016 06:49pm hours MK
) in i-Line mode when consult further with their brother and call back for
captions are on. further assistance. CSR later followed up with the
customer and learnsd that he does not use the
CapTel phone with captions because 1 confuses
him. The customer confirmed the CapTel is
working properly without captions and reguested
no fuﬂh?rr assistance.
CSR's investigation revealed the second fine did
not have a dial tone. CSR refarred the customer's
08/01/2016 Customer's granddaughter |granddaughter to the telephone service provider Over 48
705789 06:250m Phore Setup N/A reported no captions an the jto confirm functionality of the second phone line, | 08/05/2016 05:26pm hours JAL
) CapTel 840 in 2-Line mode. |CSR subsequently confirmed the phone was
making successfully captioned calls in 2-Line
mode,

Hamikon

Helay, Inc.
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California CapTel FCC Complaints 6/1/2016 to 5/31/2017

Date & Time Resolved Time Comp

Rep.
Initials

Customer's husband
reported difficulty

C5R's investigation revealed that the phone cord
connecting the CapTel's Line-2 port to the wall

: 08/04/2016 . . jack was faulty, CSR advised the customer's . Within 24
706732 04:08pm CapTel Setup N/A oor'fnec:tlng tq caplions husband to replace the CapTel's phone cord. 08/04/2016 04:27pm Hours CR
during incoming calls on the ) .
. . Customer's husband confirmed that this resolved
CapTel 840 in 2-Line mode. :
the experienca,
CSR's investigation revealed that the customer is
attempting to connect to captions using VOIP
08/08/2018 Customer reported telephone service, CSR advised customer that the Cver 48
FO778% 09:5tpm CapTel Sefup N/A incoming calls dropping on  |CapTel 840 is not designed for VOIP telephone 08/25/2016 01:52pm hours JB
) the CapTel 840, sefvice use and recommended obtaining an
internet model CapTel that would use the internet
to support the captions.
CSR did a tesi call to the customer and they
successfully received audio and captions, C8R
investigation found that the specific caller may not
Infof Customer reported a call |have called through the toll free captioning
08/09/2016 Referralf from somecne where there |service. CSR followed up later by sending the - Qver 48
708028 02:31pm CapTel Consumar NiA was no audio and no customer a letter that explained how the other 08/18/2016 08:29am hours T
Ed captions. party woutd need to dial a toll free captioning
service number first in order to receive captions
on that call. CSR provided the cusiomer the
appropriate captioning service number.
CSR's investigation revealed that the customer is
attempting to connect to captions using digitat
Customer's son reporied . N
08/09/201 . . ) cable telephone service. CSR advised customer -
708104 Bi09/2016 | brone | Setup na  [difficulty connecting With | CanTel 840 s not designed for digital use | 08/09/2016 04:21pm | YWtAIN24 1
04:00pm captions on the CapTel 840 o . Hours
in 2-Line mode. and recommended obtalmr'!g an intermet model
CapTel that would use the internet to support the
capiions.
L CSR explaingd that this is to comply with
Customer inquired about California state privacy laws that prohibit third
the text prompt on the . - . .
Info/ CapTel's display scresn parties to be on a calf without all paries on the lins
08/09/2016 Referralf o . |being aware of their presence, CSR referred Within 24
708164 :
8 06:25pm CapTel Consumer NiA ram_indn}g Ca_p Tel users in customer to the California Public Utilities 0B/10/2016 03:47pm Hours B
California fo inform other L . .
Ed Commission or the Deaf and Disabled

parties that there is an
operafor on the call.

Telscommunications Program for further
assistance.

Hamilton Relay, Inc.
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California CapTel FCC Complaints 6/1/2016 to 5/31/2017

Tech. vs.
Service

Contact
Type

Date of Complaint Agent #

Nature of Complaint

Explanation of Resalution or Status

Date & Time Resolved Time Cormp

Rep.
Initials

Custorrier inquired about s
Infof g:p?:}.g?&?;;gé?:en CSR explained that this is to comply with
708322 0?1;1 212016 CapTel Referralf N/A reminding CapTel users in CalI_furnia slate privacy F_aws that pror_ﬁbit third | 08r10/2016 12:01pm Within 24 HL
:Blam Consumer T parties to be on a call without all parties on the line Hours
Ed California to inform other being aware of their presence
parties that there is an .
operator on the call.
Investigation revealed the phone cord connected
to the CapTei's Ling 1 port was mistakenly
State-issuing agency connected to a telephone jack for the home's
08/11/2016 representative reported the 1secendary phone line. State-issuing agency . Within 24
708876 04:45pm Phone Setup NiA CapTel 840 in 2-Line mode |representative connected this phone cord to the 08/11/2016 G4:58pm Hours ELS
was not ringing. correct phane line, CSR confirmed the CapTel is
successfully receiving calls on the primary line
and connecting with captions.
CSR's investigation revealed that the customer is
attempting to connect to captions using digital
hame telephone service. CSR advised customer
: that the CapTel 840 is not designed for use with
Ct{smmers mother reported digital phone service. After confirming the -
708924 Ug’; ;’92015 Phone | Setup N |Peing unable make inbound | ohier does notintend to obtain high-speed | 08/11/2016 08:40pm | WitNIN24 |
:38pm captioned calls to the N - . Ny Hours
CapTel 840 in 1-Line mode. mteTnet service, CSR advised customer's
assistant fo have her daughter download the
WebCapTel app, which will allow her to conduct
captiongd calls using her cell phone, C8R offered
further assistance upon request,
CSR explained that in order for the CapTel 800 to
receive captions in 1-Line mode, callers must first
dial through the toll-free captioning service
Infol Cust douaht numbzr, CSI: furtt:er explailretc:}the ;:;:oger dialing
ustomer's daughier procedure when placing calls through the .
708699 0?’;1;’;2016 CapTel Referral/ N/A reported no captions on the |caplioning service. ng provided customer's 08/11/2016 11:52am Wiihin 24 HL
:35am Consumer - i . . Hours
Ed CapTel 800. daughter with the appropriate captioning service
number. CSR placed a test cali through the
captioning service and the customer's daughter
confirmed that captions are connecting
successiully on both inbound and outhound cal's,

Hamilton Relay, Inc.
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California CapTel FCC Complaints 6/1/2016 to 5/31/2017

Contact Tech. vs. Agent# Nature of Complaint Expla_ntion of Resolution or Status Date & Time Resolved Time Comp  Rep.
Type Service initials.

Date of Complaint

CSR's investigation revealed that the customer ig
attempting to connect to capticns using VOIP
08/11/2016 E:f;?v?észp&tiih:;:f telephone service, CSR advised customer that the Within 24
708700 11-48 CapTel Setup N/A CapTel 840 is not designed for VOIP use and 08/11/2016 11:58am SM
48am were dropped on the o . Hours
CapTel 840 in 1-Line mode. recommended obta_lnmg an intemet mode! CapTal
that would use the infernet to support the
captions.
CSR's investigation revealed that the softwara of
. the CapTe! 840 was focked up and that the
08/16/2016 S::;?Q?%Zi?:igg;se extension felephone base station was unplugged. Over 48
710110 01:36 Chat Setup N/A 1 . CSR advised plugging the extension telephone 08/20/2016 02:35pm RN
:36pm calls on either CapTel 840 . : - hours
phone. base station back in. CSR supsequently'
confirmed successfut connection to captions on
both CapTel phones.
CB5R's investigation revealed that the customer is
attempting to connect to captions using digital
08/17/2018 Customer reporied difficulty |cable tefephone service. CSR advised customer Within 24
710621 08:21pm CapTel Setug N/A cennecting to captions on  [that the CapTel 840 is not designed for digital 08/17/2016 08:34pm Hours MTh
’ the CapTel 840. cable telephone use and recommended obtaining
an Internet mode! CapTel that would use the
internet 1o support the captions.
Further investigation by the custemer's daughter
08/19/2016 Customer’s daughter found that the power cord was nat fully connacted. Within 24
711213 03:33pm Phone Setup N/A reported that the CapTel Once the daughter re-connected the power cord | 08/18/2018 04:21pm Hours ES
) 800 had no dial torie. back into the CapTel phone, customer confirmed
that this resolved their experience.
Further investigation revealed that the call was
disconnected due to the other party not speaking
Infol The customer reported their Jfor an exterided pgr{ud of time. CSR explained
08/19/2016 Referral/ calls getting disconnected  |that when the captionist is unable to hear any Within 24
711043 10:52am CapTel Consumer N/A |when placing the other party|captienable audio for an extended period of time a| 08M19/2016 11:03am Hours MS
) Ed on hold on their CapTe! 840 Imassage stating, “(No further information. Your
in 1-Line mode. calt will e disconnected)” will be sent, and ¥ the
other party does not then provide any further
captionable audio, the call will be disconnected.

Hamilton Refay, Inc.
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California CapTel FCC Complaints 6/1/2016 to 5/31/2017

Tech. vs.
Service

Contact
Type

Date of Complaint Agent # Nature of Complaint Expianation of Resolution or 5tatus

Date & Time Resolved Time Comp

Rep.
Initials

Customer's daughter-in-law

CSR's troubleshooting revealed that the CapTel
phone was mistakenly programmed for 2-Line
mode when the customer uses one telephone line.

711063 0811912018 | ppone | setup na  (lporieddifficulies oo acsisted the customer with disabling 2-Line | 08/19/2016 01:30pm | YWiNIN24 | £ o
11:38am connecting with the captions ; T th R Hours
on the CapTel 840 maode in the menu of the CapTel phope. cs
) subsequently confirmed through multiple test calls
that the CapTel was abie to connact to captions,
C3R found that the phone cord used by the
. CapTel was ne longer functioning and was
Customer's daughter-in-law . . . s
711081 08/19/2016 | by one | setup N/A  |reported no dial tone on the [PTEVeNting the CapTel phone from receiving a dial | /100015 01.0gpm | WithiIn24 | o0
12:01pm CapTel 840 in 1-Line mods tone. After connecting a different phone cord to Hours
P " |the CapTel, customer's daughter-in-law confirmed
the CapTel had reestablished a dial tone.
Customer inquired if the {ext
(nfof prompt on the CapTel's CS8R explained that this is to comply with
display screen reminding  |California state privacy laws that prohibit third -
711388 08/2012018 Chat | ~teMal | nia |capTel users in Caiifornia |parties to be on a call withaut al parties on the fine| 08202016 02:04pm | VN 24 | £
01:40pm Consumer A . . ; Hours
Ed to inform other parties that  |being aware of their presence and cannot be
there is an operator on the |turned off.
call could be turned off.
CS5R's Investigation reveaied that the CapTel
Custormer's agsistant phene was being used with one phone line. CSR
08/21/2016 reported captions not sent and over-the-wire update to the CapTel . Within 24
711581 01:55pm Phone Setup N/A connecting on the CapTel |phone to turn 1-Line mode on. CSR subsequently 08/21/2016 02:00pm Hours EE
840. confirmed that the CapTel phone connected to
captions in 1-Line maode.
CSR determined the daughter was not calling
threugh the captioning service number and
Infol Custemer reported not exglained that in order for the CapTel 840 1o
receiving captions on receive captions in 1-Line mode, callers must first -
711558 03’4?;"020;6 CapTel Cﬁ:&ﬁgr N/A  |incoming calls from her  [dial through the toll-free captioning service 08/21/2016 04:33pm Wg';g‘rj“ S5
~Up £d daughter on the CapTel 840 [number. CSR further explained the proper diafing

fn 1-Line mode.

procedure when placing calls through the
caplioning service. CSR provided customer with
the appropriate capticning service number.

Harmilton Relay, Inc.
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California CapTel FCC Complaints 6/1/2016 to 5/31/2017

Date of Compiaint

Contact Tech.vs, Agent# Nature of Complaing Explanation of Resolution or Status Date & Time Resclved Time Comp  Rep.
Type Service Initials

Customer inquired about
Infof g:pt$::§§:$;;2cti::en CSR explained that this is to comply with
712570 08/%4!2016 Phone Referralf N/A reminding CapTel users in Cahfomla state privacy I_aws that pro|_11b|t third | 0812412016 08:35pm Within 24 JAL
08:28pm Consumer L parties to be on a call without all parties on the lina Hours
Ed Califoria to inform other being aware of their presence
parties that there is an '
operator on the call.
CSR's investigation revealed that the customer is
- atternpling to connect to captions using digital
Customer's wife reporied - .
e , . telephone service, CSR advised customer that the _
712324 0812472016 | prone | setup nia - [difioulty getting captions on |0 7 ann i not designed for digital use and | 0812472016 11:42am | Within24 |
11:22am outbound cafls with the i . Hours
CapTel 800 recommended obta_lnmg an internet mode! CapTel
) that would use the infernet to support the
caplions.
4
Investigation by CSR found that the customer is
: having difficulty entering all digits of the telephone
infof Customer reported that the |number before the call is connected, CSR advised
08/25/2016 Referral/ CapTel 800 in 2-Line mode |customer to start dialing as soon as the receiver is . Within 24
712885 05:59pm CapTel Consurher N/A was experiencing difficulty  |picked up and to dial the snfire phone number, It 08/25/2016 06:17pm Hours PL
Ed dialing out. " |is normat for the captions to connect before the
dialing is finished when using the phone in 2-Line
mode.
CSR apologized for the incident and thanked the
Customer reported an customer for the feedback. Call detail was shared
08/25/2015 incomplete phone number  |with Call Center management for fallow up with Over 48
712875 06-24pm CapTel | Service 11162  [during a message lefton  |the CA by the CA's supervisor, The CA's (8/31/2016 01:30pm hotrs EEJ
<4p the CapTel 840in 1-Line  [supervisor met with the CA and increased
mode. monitering and coaching frequency for the CA to
ensure consistent quality performance,
Customer's daughter was not at the location of the
. CapTel, so CSR advised the customer's daughter
Eeigsot:t:de;:rcéia:c?ge;ﬁcns . |to try the CapTe! at a different phone jack or with
714070 08/3072018 | o ne | setup NA  [audio drops, and difficulties |2 different phone cord. Upon CSRs follow up, | oo/nsm0is 02eqgom | C¥F %8 | gag
01:58pm . N customer's assistant opted out of further hours
connecting to captions on bleshooti id th I
the CapTal 800 trou es ooting and said they would call back at a
’ tater time. CSR offered further assistance upon
request.

¥

Harmilton Relay, inc.
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California CapTel FCC Complaints 6/1/2016 to 5/31/2017

Tech. vs,
Service

Contact
Type

Date of Complaint Agent # Nature of Complaing

Explanation of Resolution or Statys

Date & Time Reseived Time Comp  Rep.

initials

CSR's investigation revealed that the customer is
atterripting to connect to captions using digital

08/30/2016 Customer reported that cabfe telephone service. CSR advised customer Within 24
714075 02-000rm CapTel Setup N/A cails and captions would that the CapTel 840 is not designed for digital 08/30/2016 02:10pm Hours BJB
AL drop on the CapTel 840. cable use and recommended cbtaining an internet
model CapTel that would use the internet to -
support the captions.
. C8R's investigation revealed that the caller is
infof uc:a”te:!re r?é}?:::gebc?;%h dialing through the captioning service incorrectly.
714118 08!2..0!2016 Phone Referral/ N/A captions when calling to the CSR seat a letter to the caIlgr explaining the 09/06/2016 03:26pm Cver 48 MKC
02:59pm Consumer CanTel user in 1-Line correct procedure when calling to the CapTel user haurs
Ed moﬁe in 1-Line mode through the captioning service and
) offered further assistance upon request.
Customer inguired about
Info/ g‘:pﬁ:},spg’i;ﬁ;:z;?;n CSR explained that this is to comply with
714143 08@0!2016 CapTe! Referralf NIA reminding CapTe! users in Calrfomla state privacy I_aws that prcl_wtblt third . 08/30/2016 04:33pm Within 24 DH
04:18pm Consumer California to inform other parties to be on a calf without all parties on the line Hours
Ed parties that there is an being aware of their presence.
operator on the call.
C3R explained that in order for the CapTel 840 to
receive captions in 1-Line mode, callers must first
dial through the toll-free captioning servica
09/01/2016 R;?;?:alf Eeﬁf,ﬁfﬂf?écffn?f e?:ar:}os number. CSR further explained the proper dialing Within 24
714709 ) Phone N/A P 19 cak procedure when placing calls through the 09/01/2016 01:51pm MS
01:45pm Consumer on the CapTel 840 in 1-Line o : . . Hours
captioning service. CSR provided customer with
Ed mode. . . .
the appropriate captioning service number, and
placed a test call confirming they are connecting
with captions successfully.
CSR advised custemer fo replace the telephone
cord with a new one. CSR alsc arranged to send a
replacement A/C adapter as the customer
0910242016 ggs;z:z:;:zzg;?:mps and reporteél'r hers was damaged. CSR confirmed that Over 48
718150 07:28pm CapTel Setup N/A losses of power on the the customer had received the new adapter and D8/14/2016 06:13pm hours SM

CapTel 840 in 1-Line mode.

had a replacement phone cord but had not yet had
a chance to connect them to the CapTel phone.
CSR fater confirmed the customer was making
and receiving captioned calls successfully,

Hamilten Retay, Inc.
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Date of Complaint

Contact
Type

California CapTel FCC Complaints 6/1/2016 to 5/31/2017

Tech. vs.
Service

Agent #

Nature of Complaint

Explanation of Resoluation or Sfatus

Date & Time Resoived Time Comp

Rap.
Imitizals

The customer reported their

CSR's investigation revealsd the customer's
daughter was dialing the incorrect captioning

Infof : .
daughter is not able to service. CSR provided the customer's daughter -
715202 ogngfazils CapTel Czif:'::gr NiA  |reach them when calling  |with the correct captioning service numbar and | 09/03/2016 10:00am W:'o“l;‘r:“ MS
’ Ed from her cell phone on the |CSR subsequently confirmed the customer's
CapTel 840 in 1-Line mode. {daughter is able to reach the CapTel user
successf,ully with captions,
CSR's investigation revealed that the cusfomer is
attempting to connect to-captions using digital
cable telephone service. CSR advised customer
_ 09/04/2016 Customer reported seeing  [that the CapTel Phone 840 is not designed for Over 48
715478 05:096m CapTel Sefup N/A “"waiting for captions” on the |digital cable usage and recommended obtaining | 09/18/2018 01:09pm hours MKC
Lo CapTel 840. an internet model GapTel that would use the
internet to support the captions. CSR sent a letter
fo the customer reiterating previous advice and
offered further assistance upon request.
CSR's investigation revealed that the customar
was dialing a dialing prefix, CSR explained that it
Info/ would not be necessary to use a diafing prefix
Customer reported being  {when placing calis from the CapTal 840 in 1-Line L
716272 09/0712016 | ¢ oorer | REfOMa | a |unable to call a specific  {mode because the necessary prfix is already | 09/07/2016 07:54pm | “itnin24 | o
07:48pm Consumer : Hours
number. proegrammed en the phone. CSR advised the
Ed . N
customer to try dialing the number again without
the prefix. CSR confirmed that the customer was
abie to place the call successfully.
N Troubleshooting revealed the CapTe! phone cord
Customer's husband :
. |was faulty. CSR advised the custiomer's husband .
716027 090072018 | ppone | Setup np  |[eported the CapTel8401in |y "o o the CapTel phone cord. Customers | 09/07/2016 12:08pm | VNN 24 | oo
11:35am 1-Line mode did not have a . . Hours
. husband subsequently confirmed that this
dial tone. ;
resolvedrthe customer's experience.
CSR'é investigafion revealed customer was
attempting to use the phone in 2-Line mode, but
Customer's son reported N . -
(9/08/2016 ; the phone was set for use in 1-Line mode. CSR ! Within 24
716480 02:14pm CapTel Setup N/A being unable to connect o sent an over-the-wire update to the phane to 09/08/2016 02:30pm Hours JrR

captions on the CapTel 840,

change the phone to 2-Line mode. A test calt
confirmed this resolved the experience.

Hamilton

Relay, inc.
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California CapTel FCC Complaints 6/1/2016 to 5/31/2017

Tech. vs,
Service

Contact
Type

Date of Complaint

Agent #

Nature of Complaint

Explanation of Resolution or Status

Date & Time Resolved Time Comp

Rep.
HOHETH

Investigation revealed that not all callers are
dialing through the capticning service. CSR
. explained that in order for the CapTet 840 fo
Infof ?e;?g;nde;hsafi:pstt;?s are receive:daptions in 1-Line mode, callers must first
08/09/2016 Referral/ . dial through the foll-free captioning service . Within 24
716817 02:27pm CapTel Consumer NiA :'r? t gMagslr;anongczlnﬁ on number. CSR further explained the proper dialing 09/06/2016 02:28pm Hours BMc
Ed mi deap e in i-Line procedure when placing calls through the
’ captioning service. CSR provided customer's
assistant with the appropriate captioning service
number.
. Investigation by CSR revealed that the customer
Customer's assistant . .
, ] does not have active telephone service. CSR
716938 Ugg?gfmﬁ Phone | Setup na o jreported notbeing ableto 1 iiod that the CapTel requires active 09M14/2016 01:21pm | OVEr48 | 4,
:5dpm receive calls on the CapTel o hours
vy telephone service in order fo he used successfully
with captions.
CSR's investigation revealed the customear's niece
is calling through the captioning service and the
Infof Customer's niece reporied  |customer is answering on a non-CapTel phone,
09/09/2016 Referralf that every time she calls her |CSR sent a letter to the customer explaining that . Over 48
716769 12:40pm Phone Consumer NiA aunt the call is calls will disconnect if her callers dial through the 09/20/2016 10:06am hours T
Ed discopnected. capliching service and she answers on a non-
CapTel phone as the Captel 'seek tones' will
expire,
CSR's investigation revealed that the customer's
neighbor had not dialed the captioning service
number. CSR explained that in order for the
CapTef 840 to receive captions in 1-Line mode,
o llers rdust first diaf through the toli-free
Infof Customer's neighbor z L . .
i ptioning service number. CSR further explained i
7170853 03’31: 2’52;:6 CapTel ciif;:ﬁgr N/A z‘;‘t’jﬁig Eztahna;’r::gming the proper diafing proceciure when piacing calls | 09/10/2016 03:47pm W:g:j‘r 524 sB
Ed call through the captioning service. CER pmwded.
customer's neighbor with the appropriate
capticning service number. CSR placed an
incoming test calt to the CapTel 840 in 1-Line
mode, and the customer's neighbor confirmed that
they were recelving captions successtully.

Hamiiten

Relay, Ing.
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Date of Compiaint

Gantact
Type

Tech. vs.

Service

Agent #

Nature of Complaint

Customer's assistant

Explanation of Resolution or Status

CSR's investigation revealed the customer
recantly moved to a new locaticn and does not
know their new phone number. CSR advised
contacting the telephone service provider to verify

California CapTel FCC Complaints 6/1/2016 to 5/31/2017

Date & Time Resoived

Time Comp

Rep.
Initials

09/12/2016 the new phone number and to ensure that the . Over 48
717464 02:50pm Phone Setup N/A reporte;i E;allers are unable customer's telephone service is working properly. 097152016 02:39pm hours KK
fo reach the customer. Upon follow-up, the customer's assistant
confirmed the CapTel phone is working properly
after the telephone service provider repaired a
faulty wall jack.
Customer reported they wil (SR advised customer that the CapTel 840 is not
09/12/2018 use the CapTel 8401n 1~ {Jesigned for VOIP lelephane service use and Within 24
717540 05:46pmm Phone Setup N/A Line mode with VOIP recommended obta_ining an internet modet CapTel | 09/12/2016 05:57pm Hours oL
: telephone service that would use the internat to support the
) ¢aptions.
After confirming the CapTel is able to place calls
, without captions, the customer's daughter
08/13/2016 ifotgz;e;i?fr?cﬁt?:ster requested on-sits assistanca to continue Within 24
717706 . CapTel Setup N/A L. : troubleshonting the captions. CSR referred the £9/13/2016 11:47am 88
11:43am receiving captions an the ) e Hours
CapTel 840 in 1-Line mode. customer's d_aughter to the s_tate issuing agency fo
request on-site froubleshooting assistance. CSR
offered further assistance as nesded.
CSR's investigation revealed the customer's
daughtéfwas not dialing through the captioning
Customer's daughter service number. CSR explained that in arder for
Infol reported being unable to the CapTet 840 to repeive captions in 1-Line o
718594 08/15/2016 Phone Referral/ N/A connect with captions when modfz, c;at!ers rr_'nust first diaf through the toll-frge 09/15/2016 05:53pm Within 24 BM
05:45pm Consumer calling to the CapTel 840 in captioning service number. CSR further explained Hours
Ed 1-Line mode the proper dialing procedure when placing calls
’ through the capticning service. CSR provided
customer's daughter with the appropriate
captioning service number.
Infof Customer reported that CSR explained the use of the signal meter during
08/15/2016 Referralt callers cannot always hear |calls; also advised anticipating the other party's ) Within 24
718628 07:00pm CapTel Consumer N/A her when she calls them,  |greefing and trying to speak sooner to avoid hang- 09/15/2016 07:11pm Hours S8
Ed and they are hanging up.  |ups.

Hamiiton Retay, Inc.
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California CapTel FCC Complaints 6/1/2016 to 5/31/2017

Date of Complaint Contact Tech.vs. Agent# Nature of Comptaint Explanation of Resolution or Status Date & Time Resolved Time Comp Rep.

Type Service Initials

CSR's investigation revealed that the CapTel was
installed with two separate telephone lines but 2-
Line mode had not been enabled in the unit's R Within 24
menu. CSR assisted with enabling 2-Line mode. 09/43/2016 08:22pm Hours JAL
CSR confirmed this resolved the customer's

experience.

Customer reported no
718649 091152016 | o ne | Setup NiA  |captions on the CapTel 840
08:42pm - : .
while sef up in 2-Line mode.

CSR explained to customer that if they are talking
with sameone who speaks very quickly, who is in

, a neisy environment, ar who has a heavy accent
Customer complained of Y y acent,

Infof “unintelligible" captions on they may sometimes see (Speaker Unclear) on
719925 091’2.0!2016 CapTel Referral/ N/A  |the answering machine their CapTel C‘I:sp{ay, This means the CA could not 09/20/2016 0%:06pm Within 24 DH
08:30pm Consumer - hear that particular word or words clearly enough Hours
messages on the CapTel : . .
Ed 840 to determine what was said. CSR advised

customer to simply ask the other party to repeat
what they said as the CapTel CA cannot get
involved to ask for clarification.

Customer was unable to communicate with CSR.
Customer stated they would contact the state
issuing agency for assistance. Later, the state
0872012018 Customer reported heavy  [issuing dgency reported that the cusiomer is . QOver 48
718701 11:23am CapTel Setup NiA static on the CapTel §40.  |attempting to use the CapTef phone on digital 09/26/2016 01:15pm hours IR
iefephone service. Siate issuing representative

reported that they will discuss the known issues
when using it on digital lines.

CSR's investigation revealed that the CapTel's
phone cord was not plugged in. After plugging the
CapTel's phone cord into a phone jack, the
customer reported they were slill unable to reach
a dial tone. CSR advised customer to plug the , Over 48
CapTel's phene cord into a different phcmgea jack. 10/06/2016 10:03am hours CF
After two unsuccessful attempts to follow up with
customer, CSR sent customer a letter raiterating
the advice given and offering further assistance
upon request.

Customer reporied being
720231 02’1521!220;16 CapTel Setup N/A unabde to dial cut on the
“4ep CapTel 840 in 1-line mode.

Hamilton Relay, Ind,
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California CapTel FCC Complaints 6/1/2016 to 5/31/2017

{rate of Complaint Congact Tech.vs. Agent # Nature of Complaint Expianation of Resciution ar Status Date & Time Resolved Time Comp  Rep.
Type Service tnitials
Because communication over the phone was
difficuit due fo audio cutting in and out, CSR sent
a lefter explaining that (Speaker Unclear} on their
CapTel display indicates they may be speaking
Infof . with someone wha speaks very quickly, who is in
Customer reported seeing . ;
720513 09122016 | capter | RE®MRY | n |(Speaker Undlear) in their |2 1O1SY nvironment or who has a heavy acoent. | (o000 o O5:dgpm | OVerds | g
01:48pm Consumer captions on the CanTel 840 CSR advised that this means the CA could not hours
Ed P P “thear that particular word or words clearly enough
to determine whai was said. CSR advised
customer to simply ask the other party to repeat
what they said as the CapTel CA cannot get
involved to ask for clarification.
CSR's investigation revealed the second phone
. line that was intended to support the data.
(g::;tlzgi;ﬁgzﬁﬁ s;(:lelng cennection for the captions was being used in the
0912212016 : - ino 1Line 1 port to carry the voice. CSR advised . Within 48
720578 04:05pm CapTel Setup 12028 :-,:g::l :r;snwtir;n(gjamic;?me customer to connect the second phone line info 09/23/2016 G4:15pm Hours SM
840 in g—Line mode P the Line 2 porf on the CapTel in order to resolve
) the garbled captions. Customer subsequently
confirmed this resclved the experience.
CSR's investigation revealed that the customer's
Customer reported that the |felephone cord was loosa in the CapTel phone, .
09/2372016 Within 24
720853 - CapTe! Setup N/A CapTel phone will not make |Neighbor adjusted the telephone cord to ensure it | 09/23/2016 04:52pm HL
02:55pm . Hours
: or receive calfls. was secure. CSR and customer made test calls.
and confirmed that this resclved the experience.
CS8R found that the ofher party had not cafled with
the caplioning service number. CSR explained
Infof g:;?ﬁzro;neg ;n:;“;h;ta de that in order for the CapTel 840 to receive
720773 09!2.3!2016 CapTe Referralf N/A fo the CapTe! 840 in 1-Line captions in 1-Ling mode,‘ca.llers mu;st first dial 09/23/2016 11:58am Within 24 PL
14:50am Consumer mode do not racaive through the tol-free captioning service number. Hours
Ed captions CSR further explained the proper dialing
P ) procedure when placing calls through the
capticning service.
CSR's investigation reveaied that the CapTel
Customer reported being  |phone was installed with a faulty triplex jack. CSR
08/25/2018 unabie to receive captions  |advised customer to install the CapTel phone. . Within 24
72 10:23am CapTel Setup NiA on incoming calls on the directly to the wall Jack. Custorner subsequently 09/25/2018 11:05am Hours EEJ
CapTel 800 in 1-Line mode. |confirmed with a test call that the CapTel received
captions,on incoming calls.

Hamilton Relay, Inc.
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California CapTel FCC Complaints 6/1/2016 to 5/31/2017

Date of Complaint Contact Tech. vs. Agens # Nature of Complaing Explanation of Resolution or Status Date & Time Resolved Time Comp Rep.
Type Service initiais
Through & test call, GSR confirmed the custemer
could get captions. CSR explained that in order for
the CapTel 849 to receive captions in 1-Line
infa/ Customer reportad thathe | o callers must irst dial hrough the ol e
09/26/2016 Referralf did rrot receive captions on S . - . Over 48
721518 ' CapTel N/A . . captioning service number. CSR further explained | 09/29/2016 04:54pm CF
04:44pm Consumer incoming calls on the - R hours
Ed CapTe! 840 in 1-iine mode the proper dialing procedure when placing calis
s " |through the captioning service. CSR followed up
te confirm the customer was receiving incoming
captioned cails successfully.
CSR's investigation revealad that the customer is
e attempting to connect to captions using VOIP
0812712016 S;fn:gncl?nr "iul?fh"t:: flf:;u:z telephone service. CSR advised customer that the Within 24
721711 ) CapTel Setup N/A 9 captio CapTei"ﬂt‘#O is not designed for VOIP telephone 09/28/2018 01:00pm JC
01:05pm the CapTel 840 in 1-Ling . biaini . Hours
mode: service and recommended o ta|n[ng an internet
) model CapTel that would use the internet to
support the captions.
CSR's investigation revealed the caller may not be
Infof ;:3::5;2?;;;; i}i?nrteegalling properly dialing through the captioning service
08/27/12016 Refarralf - . number. CSR explained that the caller needs to . Over 45
721720 01:50pm CepTel Consumer NiA ::s diaff;rg :‘;0 g:;i:;:me wait for the automated message to start before 10/02/2016 04:36pm hours CH
Ed - P dialing the home number. The customer
’ subsequently opted out of further troubleshooting.
Investigation by CSR revealed the caller did not
call through the captioning service. CSR advised
the customer that in 1-Line mode caliers will need
09/20/2016 R;?;?:a!! S: St(ig?segge y i"iﬂu'?? call [0 first call the captioning service in order for Within 24
722380 . CapTel . N/A P peci ing jcaplions to be produced. The customer stated she| 09/29/2016 01 24pm BMc
01:18pm Consumer on the CapTel 800 in 1-Line - ; Hours
Ed mode already had the capfioning service phone number,
’ adding that she will relay this to callers in future i
captions do not appear on their calis, C8R offered
further assistance as needed.
Customer inquired about
fnfof g:p?:f,:;‘;:;‘?;;gé:’:en CSR explained that this is to comply with
722307 0912972018 | (oo | Referral | reminding CapTel users in |20 om% State privacy laws that prohibit tird | o016 10.q0om | Within2d | o
12:04pm Consumer R parties {0 be on a call without ail parties on the line Hours
Ed California te inform other being aware of their presence
parties that there is an 9 pres ’
operator on the call.

Hamilten Relay, Inc.
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Date of Complaint Agent #

722793

09/30/2016
07:10pm

Phone

Infof
Referralf
Consumer
Ed

N/A

Cailer to & CapTe! user

reported that the customer
did not have captions when
they calied the CapTe! 840,

CSR's investigation revealad that the caller had
not dialed the captioning service number, CSR's
investigation revealed that incoming callers were
likely not dialing the captioning service number,
CSR explained that when using the CapTel B40 in
1-Line mode, the captions and voice are
conngcted on the same phone line, In this mode,
callers to the CapTel user would need to first dial
the caplioning service number and then the
CapTel-dser's telephone number with area code
followed by the pound sign in order for the CapTel
user {o get captions on incoming calls. CSR
confirmed the caller was able to place a
successfully captioned call to the CapTel 840 in 1~
Line mode.

08/30/2016 07:18pm

Within 24
Hours

SB

722034

10/01/2016
04:12pm

Phone

Setup

N/A,

Customer reported an
inahility to connect with
captions on the CapTel 840.

Investigation by CSR revealed that the phone jack
is defective. CSR referred the customer to the
telephone service provider for assistance
repairing the jack. The customer elected 1o do so
at a fater date and stated they would contact
CapTel Customer Service for further assistance
as needed,

10/01/2016-04:18pm

Within 24
Hours

EJ

723728

10/04/2016
05:11pm

CapTel

InfofReferr
alfConsum
er Ed

N/A

Customer reported no
captions on incoming calls
to the CapTel 840.

GCSR's Investigation revealed that the callers are
not using the California state captioning service
number first. CSR explained that in order for the
CapTel 840 to receive cagtions in 1-Line mode,
callers must first dial through the toll-free
captioning service number. CSR further explained
the proper diafing procedure when placing calls
through the captioning service. CSR provided
customer with the appropriate captioning service
number and confirmed via test call that captions
were wo;king as intended.

10/04/2016 05:23pm

Within 24
Hours

DH

724024

10/05/2016
03:32pm

Phone

Setup

NIA

State outreach
representative reported the
customer has digital
telephone service.

C3R advised customer that the CapTel 840 is not
designed for digital service use and
recommended obtaining an internet model CapTel
that would use the internet fo support the

captions.

10/05/2016 03:40pm

Within 24
Hours

JAL

Hamiltor: Relay, Inc,
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Infol Customer reported no C5R's investigation revealed the caller did not calt
10/06/2016 Referral captions on s orevious | ough the captioning service, Through test call, Within 24
724348 ) CapTel NIA capuol o CSR confirmed the CapTel was successfully 10/06/2016 D2:42pm JAL
02:33pm Consumer incorming call to the CapTel - - . : Hours
. . connecting with captions when callers dial through
Ed 840 in 1-Line mode. . .
the captioning service.
CSR apélogized to the customer for the additionat
Customer reported seeing wait time {0 cornect with 2 CA, and advised the
10/08/2016 , e cusiomer to continue to hold for the next available . Within 24
724474 06:19pm CepTel | Service NA yngoi‘fz;aaié;ﬁrd CA. CSR noted this added answer time was a 10/06/2016 06:29pm Hours JAL
P ) result of higher calf volume in our Call Centers as
a result of the Hurricane.
CSR's investigation revealed the callers are not
Infof Customer reporied no dialing through the captioning service. After
10/06/2016 Referralf captions on incoming calls  |confiming the CapTel was successfully . Within 24
724510 07.36pm CapTel Consumer NIA to the CapTel 800 in 1-Line |connecting to captions on incoming calls, CER 10/06/2016 07:44pm Hours JAL
Ed mode. explained the dialing procedure for reaching a
CapTel 800 in 1-Line mode with captions.
Customer stated that when f
Info/ f‘rsz:::;?ngu:::h?::a" CSR advised customer that it is not necessary to
724601 10/07/2016 Phone Referralf NA she doasn't have time to state the tr_urd party_announcement when calting to 10/11/2016 04:00pm Over 48 MMo
G1:37pm Consumer . oo an answering machine. C5R sent customer hours
give the CA disclaimer that . L ¢ -
Ed - further information via a US Maill communication.
there is someone on the
fine,
CSR's invesfigation revealed that the customer is
attempting to connect to captions using fiber optic
E;:sgft;n de;:;;s&and talephone service. CSR advised customer's
725170 10092096 | coiter | setup NIA  |disconnecting as well s [Tsoangthat the CapTel Phone 840 is not 10/09/2016 10:18pm | VVenin 24 1 4p
10:08pm audio cutting in and out designed for fiber optic telephone service and Hours
while usin gtlhe CanTel 840 advised custorner's son to acquire a standard
g P ' |[analog phone line to support CapTel. Also
discussed the option of using a CapTel 840i.
CSR's investigation revealed that the customer is
, attempting to connect to captions using digital
101212016 &:?;?Ei:s :g:;iﬂﬂ::d telephone service. CSR advised customer that the Within 24
726055 . CapTel Selup N/A P . CapTel 840 is not designed for digital use and 10/12/2016 02:45pm BJB
02:25pm i CapTel 840 are coming o . Tel Hours
through completely garblad. recommended obta_mmg an internet mode! CapTe
that would use the internei to support the
captions,

Hamilton Relay, Inc.
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Date aof Complaint

CSR apelogized for the incident and thanked the
customer's daughter for the feedback. CSR
proceeded to relay the provided call detaifs to the
Customer's daughter appropriate Caplioning Service personnet for
10/13/2016 . reported inaccurate further {oliow-up. Upan follow-up, CSR explained i Over 48
726442 03:17pm Phone | Service 10638 captions appearing on the  |to the customer that the call detail was shared 10/31/2016 03:56pm hours RK
CapTel 840 in 1-Line mode. |with Call Center management for follow up with
the CA by the CA’s supervisor, and the CA
supervisor will increase monitoring frequency for
the CA to ensure consistent quality performance.
CSR's investigation revealed that the customers
telephone lines would not properly support the
caption data for the CapTel phone. CSR referred
Gustomer's daughter the gustomer's daughter to their telsphene service
reported the CapTel 840 prowg:ler_ to ensure the customer has fully _
101312016 Captions button does not functioning and wholly analog telephone service. Over 48
726450 0317 Phone Setup N/A As CSR was unable fo maintain consistent 10/31/2016 03:56pm KK
17pm turn on when callers call . hours
through the captioning contact with the daughter or the gust_ome_r. a lefter
service number was seni to the customer reiterating previous
’ advice given and providing additional
troubleshooting tips, such as trying the CapTe! at
another wall jack or replacing the phone cord.
CSR also offered further assistance upen request.
CSR's investigation revealed that the customer is
. attemptirig to connect to captions using digital
10/14/2018 Sisé?fnlfr:uf?éiﬁiz lt)c? her |cable telephone service. CSR advised customer Within 24
726815 0746 CapTef Setup N/A ’ that the CapTel 840 is not designed for use with 10/14/2016 07:50pm SB
) 46pm daughter on the CapTel 840 . . . Hours
in 1-Line mode. d:gli_al_cable t_e!ephone service and recommended
obtaining an internet medel CapTel that would use
the internet to support the captions.
CSR found that a difficulty with the phene cord or
phone jack was preventing the CapTel from
Customer reporied that maintaining a connection te the captioning
10/14/2016 captions step in the middle |service. CSR later advised the customer to test . Over 48
726668 12:55pm CapTel Setup N/A of conversations on the the CapTel phone with a different phene cord or 10/28/2016 05:28pm hours PL
CapTet 800. from a different phone jack. The customer opted
out of further assistance af this time, choosing
instead to contact the state disiribution agency.

Harmilton Relay, Inc.
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C5R confirmed that the analog CapTel phone can
Infof The customer reported . - . .
. - - place international calls and provided tips on
727003 10192018 | Caprey | Refemal |y, |dificultes placing international calling. CSR followed up, and 10/27/2016 06:40pm | OVer48 |y
:21pm Consumer international calls on the . . hours
Ed 840, F:ustomgr confirmed being able to call her relatives
mternationally successfully.
CSR's investigation revealed the customer is
calling through the captioning service number
when the party they are trying to reach does not
Infol Custormer reporad calis use an analog model of Cgpjl’el phone. CSR sent
10/16/2016 Referrall disconnectfng when making |:® customer a letter explaining that they should Over 48
728232 . CapTel N/A . only call through the captioning service number if | 10/20/2016 10:15am KK
03:37pm Consumer outgoing calls on the hours
Ed CapTel 840 in 1-Line mode. the ot_her party uses a Cap_‘l'e!_phune and further
explained that their calls will disconnect after a
minute or a few seconds if they call through the
captioning service number when the other party
does not answer on a CapTe} phone.
, CS8R advised customer's daughter that the CapTel
Customer's daughter 840 is not designed for use with digital cable
727118 13"31‘2’22016 CapTel | Setup N |Eported the customer has &), o e service and recommendad obtaining an | 10/18/2016 04:35pm | YN 24 | 0
142pm digital cable telephone . . Hours
sarvice provider. infernet model CaRTeI that would use the internet
to support the captions.
CSR's investigation revealed that the CapTel's
phoneé cord was loosely connected to the CapTel
1016/2016 Customer reported garbled |and the telephone wall jack, CSR advised the Within 24
727152 09:08pm Phone Setup N/A captions on the CapTel 800 |customer to disconnect and reconnect the phone | 10/16/2016 03:33pm Hours S0
) in 1-Line mode. cord's connecticn to the CapTel and the telephone
wall jack o ensure a proper connection. Customer
confirmed that this resolved the experience.
CSR offered troubleshooting assistance, but the
Customer's assistant cx_;ilst;emer‘st ar;t_sists:;t e>:ptlained‘that tr:e customef'r
: wi contacting the state equipment pregram for
727485 13’2_?52016 CapTel | Setup N |feporied being unablelo e occictance. Upon follow-up, the customer | 10202016 03:22om | OY% %8 | ke
“15pm connect with captions on . ; . hours
the CapTel 840. confirmed the CapTel phor'n_e is now working
properly after the state equipment program
reptaced the AC power adapter to the phone,

Hamilton
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Initials

Investigation by CSR found that the other party is
Infof Customer's social worker  not cailing through the service. CSR informed the
727312 10!1. 712016 Phone | Referat N/A repcrtedvincoming calls are icustomer's social worker ti_'nat in ordef for thg 10A17/2016 04:01pm Within 24 T)
12:48pm Consumer notwerking on the CapTel |customer to receive incoming calis with captions, Hours
Ed phene. the other party would need to dial a tol! free
captioning service number first.
L CBR advised customer that the CapTel 840 is not
The customer ingquired . - -
727670 10812018\ cootel | Setup NA  fabout using the CapTel 840 |12S19ned for digital cable use and recommended | /0915 01 .40pm | WHDN24 | 0
01:05pm with a digital cable provider. obtaining an internet mode! CapTe! that would use Hours
" |the internet to support the captions,
CS5R's investigation revealed that the customer is
. attempting to connect tc captions using VOIP
10/18/2018 i;zts;ndegisfﬁisuslgtant telephone service. CSR advised customers . Within 24 _
728065 03:00 CapTel Setup N/A . . . assistant that the CapTel 200 is not designed for | 10119/2018 03:07pm CBe
Hepm gonnecting with captions on VQIP use and recommended obtaining an internet Hours
the CapTe! 200. nning ne
modst CapTel that would use the internet to
support the captions.
CSR's i"r":rvestigaticn revealed the CapTel 840 in 1-
. Line mode had a phone cord connected to a
10/19/2016 ;Ziiizt?igeéz:'?::sézgtin teiephony madem with na power, CSR advised Within 24
728104 ; Phone Setup N/A - the custormer's assistant to power the modem 10/19/2016 04:27pm CH
04:05pm 1-Line mode was not Hours
receiving a dial tone, back on. CSR t'hen placed a test call, and the
customer's assistant confirmed successfully
answefing the call and receiving captions,
. CSR advised customer's assistant that the CapTel
_ 101912016 :ehpiftgzt?i:;eé::g;satjgtis 840 is not designed for VOIP use and . Within 24
728106 . CapTel Setup N/A L X recommended obtaining an internet mede! CapTel| 10/19/2016 04:27pm CH
04:05pm not receiving a dial tone that would use the internet to support the Hours
through their VOIP provider. .
captions.
CER's investigation revealed that the customer is
Customer's assistant atternpting fo connect to captions using VOIP
10/20/2016 reportad difficulty telephone service. CSR advised customer that the Within 24
728440 04:20pm Phone Setup N/A, connecting to captions on  [CapTel 840 is not designad for VOIP use and 10/20/2016 C4:35pm Hours EEJ
o the CapTel 840 in 2-Line recommended obtaining an internet model CapTel
mode. that would use the internet {o support the
caplions.

-
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Customer's assistant
;?;::i:é:::;r:ﬂi?mer CS8R’s investigation revealed that the CapTel's
because the CapTel's phone cord had been cut in half. CSR advised
10/21/2018 N . |customer's assistant to obtain a new phone cord . Within 24
728698 02:00pm CapTel Setup N/A fsreen had been dssplaymg for the CapTel. CSR later confirmed the CapTel 10/21/2016 04:27pm Hours ES
lezse stay on the line . . "
. . B840 was being used and connecting to captions
your captions will be successfull
available shortly" since 8 y.
AM this morning.
While registering the C3R confirmad customer was aware that the
1012472016 customer's fong distance  (CapTel 840 is not designed for digital cable use Within 24
728688 02:04pm CapTel Setup N/A carrier, CSR discovered the {arid recommended obtaining an internet model 10/24/2016 02:12pm Hours RL
L carrier is a cable service CapTel that would use the internat to support the
provider. captions,
C8R's investigation reveaied that the customer
Custqrr]efs telephone was attémpting to connect to captions using VOIP
technician reported that the lenh ice. SR advised that th
102112016 CapTel 840 was unable to | o oPnane service. CSR advised customer that the Within 24
728796 ) Phone Setup N/A - A : CapTef 843 is not designed for VOIP use and 1042142016 07:33pm JAL
G7:24pm dial out with captions after a ded obtaini internet model CapTel Hours
changs in the telephone recommended o ta_ming an infernet model CapTe
. that would use the internet to support the
service. .
captions.
While reglster_:ng the long CER advised customer that the CapTel 800 in 1-
distance provider, CSR . - . e
10/23/2018 discovered that the CapTel |1iNe Mode is not designed for digital use and Within 24
729064 ) Phone Setup N/A : - -ap recommended obtaining an internet mode! CapTel| 10/23/2016 04:01pm CH
03:36pm 800 in 1-Line mede is . Hours
. that would use the internet to support the
connected to a digital phone ;
. captions.
service.
CSR's investigation revealed the CapTel 800 did
The customer's daughter  |not have a phone cord connected to it, CSR
10/2312016 reported the CapTel 800 advised the customer's daughter to connect a . Within 24
725080 03:45pm Phone Sstup NiA was not receiving a dial phone cord from Line 1 to a waljack. CSR placed 10/23/2016 04:01pm Hours CH
tone. a test call, and the customer's daughier confirmed
successfully answering the CapTel.
. CSR advised customer that the CapTel 840 is not
g;:ig;ec;sﬁ&et;:lgg;g; designed for VOIF usage and recommended
10/25/2016 . - obtaining an internet modet CapTel that would use i Within 48
729647 02:35pm Phone Setup N/A ?:eo T:n:?iftllin;e\?gﬁfg the internet to support the captions. CSR sent 10/26/2016 04:30pm Hours Mo
hoﬁe line customer further information via a US Maii
d . commu_n‘jcation.
Hamilton Relay, Inc.
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CSR's investigation revealed that the CapTel was
Custemer's assistant installed with two separate telephone lines but 2.
10/26/2016 reparted that the CapTal Line mode had not been enabled in the unit's Within 24
730087 06:03pm CapTe! Setup N/A 840 in 1-Line mode isn't menu. CSR assisted with enabling 2-Line mode. 10/26/2016 06:27pm Hours CR
’ getting captions during Customer's assistant confirmed that the CapTel is
incoming calls. successfully connecting to captions during
incoming calls.
CSR advised the customer's son to contact the
new telephone provider to confirm the type of
Customer’s son reported  |phone service customer cutrently has because
10/28/2016 being unable to connectto  |the CapTel 840 was designed to be used on Qver 48
730693 05:45pm CapTel Setup N/A |captions on the CapTel 840 (analog or DSL phone service. CSR tried to follow | 11/02/2016 05:11pm hours JR
: after switching telephone  |up with the customer by phone but was unable to
service providers. do so. CSR sent a letter advising customer to
canfirm the fine type and offering further
assistance upon request.
CSR explained that in order for the CapTel 840 to
receive caplions in 1-Line mode, callers must first
dial through the toll-free captioning service
Infof Customer's daughter number. CSR further explained the proper diafing
11/01/2018 Referralf reported no captions on procedure when placing calls through the . Within 24
731643 04:43pm Phone Consumer NiA inbourd calls to the CapTel |captioning setvice. CSR provided customer with 11/01/2016 04:48pm Hours RN
Ed 840 in 1-Line mode. the appropriate captioning service number, CSR
also placed a test call through the captioning
service. Customer's daughter confirmed
successful connection with captions.
_ Customer inquired about
; the text prompt on the . . .
nfof CapTel's display screen CSR explained that this is to comply with
731463 11[91!2016 CapTel Referralf N/A reminding CapTel users in California state privacy I'aws that prohibit third | 110112015 12:06pm Within 24 TF
12:02pm Consumer . ; parties {o be on a call without all parties on the fine Hours
Ed California to inform other being aware of their presence
rarties that there is an -
operator on the call,
CSR's investigation revealed that the customer is
attempting to connect to captions using digital
Gustomer reported that cable tej_i phone service. CSR_adwsed cgchmer -
731864 1022016 | CapTel | Setup N/A  |sometimes there areno |01 N CapTel 840 is nol designed for digital | 400 o016 64,44 [ Within24 | p o
:02pm captions on the GapTel 840, cable use and a;ecomme_ndad abtaining analog Hours
telephone service or an internet model CapTel
that would use the internet to support the
captions.

Hamilton
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28




Date of Complaint

Contact
Type

California CapTel FCC Complaints 6/1/2016 to 5/31/2017

Tech. vs.
Service

Agent #

Nature of Complaint

Explanation of Resalution or Status

Date & Time Resolved Time Comp

Rep.
Initiais

C8R's investigation revealed that the CapTel
telephone cord was not plugged in. CSR advised
Customer's daughter N R -
. 11/02/2016 : daughter to plug in the telephone cord into the . Within 24
731953 03:54pm Phone Sefup N/A ?go;t;dgr;g dial tone on the appropriate telephone jack on the CapTel phone. 11/02/2016 04:18pm Hours HL
P : Daughter confirmed that this resclved the
experience.
CS8R's investigation revealed that the customer
did not have active telephone service. C5R
Customer's daughter i . .
explas_neﬁ that the CapTel requires active -
732002 ne2Rms | o e | setup ha  |femorted that they could not |, jonyone service in order to be used successfully | 11/03/2016 02:08pm | Wi 24 | o
0&:10pm make or receive calls on the| - . ) Hours
CapTel 840 with captions. Upon restoring the telsphone
’ service, CSR confirmed successful connection to
capfions.
. Investigation by CSR revealed that the customer
14/02/2015 Customer's assistant does not have active telephone service, CSR Within 24
732026 07-220m i CapTel Setup N/A reporied no dial tone on the |explainad that the CapTel requires active 11/02/2016 07:36pm Hotrs BH
24P CapTel 800. telephone service in order to be used successfully
with captions.
CSR'’s investigation revealed the call in question
had not been dialed through the captioning
Infof sarvice. CSR expizined that in order for the
Customer reported no CapTel 840 to receive captions in 1-Line mode, e
732294 1;:92’;20;5 CapTel C‘Zif:;ﬁgr N/A  |captions on an incoming calllcaliers must first dial through the toll-free 11/03/2016 04:30pm W;}Z'u"rsz“ HL
&P Eq to the CapTel 840. caplioning service number. CSR offered to make
a test call to ensure the unit Is able to receive
captions on an incoming call, but customer opted
out of further assistance at this time.
CSR's investigation revealed the phone cord had
o 11/03/2016 Customer's assistant a loose connection. Customer's assistant plugged Within 24
732333 06:010m Phone Setup N/A reported no dial tone on the |the line in tightly to the phone and the phone jack. | 11/03/2016 08:12pm Hours ELS
e CapTel 840. Customer's assistant confirmed this resolved the
experieg}oe.

Hamiton
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CSR's discussion with customer fourd that the
cali in question had not been dialed through the
captioning service. CSR explained that in order for
the CapTel 840 to receive captions in 1-Line
mode, callers must first dial through the toll-free
captioning service number, CSR further explained
the proper dialing procedure when placing calls
through the captioning service. CSR provided
customner with the appropriate captioning service
number.

Infor Customer reported not
receiving captions on a
TUOA2016 | capTer | ROl |y lrecent incoming call from
03:25pm Consumer - .
his telephone service
Ed N
provider,

QOver 48
hours

732592 11/08/2016 12:43pm 1)

‘CER's investigation revealed that the static was
caused by a faulty DSL filter. CSR requested a

replacement fifter be sent to the customer, CSR
attempted to follow-up with the customer on . Over 48
muitiple otcasions, but received no response, 12/07/2016 11:20am hours

CSR mailed a letter outlining the importance of
D3t filtering and how to install DSL fittars, CSR
offered further assistance upon request.

Customer's daughter
CapTel Setup N/A reporied static on the
CapTel 800 in 1-Line mode.

11/05/2016

732734 10:09am

cT

CSR's investigation revealed that the customer is
atterpting to connect to captions on the CapTaf
840 with digial cable phone service, CSR advised
customer that the CapTel 840 is designed to be 11/66/2016 02:12pm
used with analog phane lines and recommended
obtaining an Internet model CapTel that would use
the Internet to support the captions.

Customer reported oulgaing
11/06/2016 audio dropping while
732981 CapTel | Setup NIA " |speaking on the CapTel 840

01:22pm
in 1-Line maode.

Within 24

Hours MK

While offering troubleshooting assistance, the
customer confirmed that they were calling from
the CapTel phone and successfully connecting to
captions. CSR then learned that the CapTel
phone cord was previously connected to Line 2,
and prior to calling to Custemer Service, the
customer switched the phone cord to Line 1 on
the back of the CapTel phone. CSR advisad the
customer that the phone cord should remain
connected to Line 1. The customer requested no
further assistance as the CapTel phone was now
working properly.

Customer reported being
CapTet Setup N/A unable to place an outgoing
call from the CapTel 840.

11/06/2016
03:29pm

Within 24

733011 Hours

11/08/2016 03:43pm MKC

Hamilton Relay, Inc.
30




California CapTel FCC Complaints 6/1/2016 to 5/31/2017

Tech. vs.
Service

Contact
Type

Date of Complaint

Agent # Nature of Complaint Explanation of Resolution or Status Date & Time Resolved Time Comp  Rep.

Initials

CSR's investigation revealed the caller was dialing

Info/ Caller reported difficulty the incorrect capticning service number. CSR
733015 11'{?6':2016 Phone Referral/ N/A reaching the CapTgl USSM  ladvised the caller to use the universal captioning { 11/06/2016 04:00pm Within 24 MKC
03:55pm Consumer through the captioning : ided the caller wi Hours
Ed sarvice number service number gnc! provide the caller with the
’ appropriate capfioning service number,
CSR's investigation revealed that calfers weren't
calting customer through the captioning service
number. CSR explained that in order for the
Infof -, 1CapTel 840 to receive captions in 1-Line mode,
Customer reported they did - i
11/06/2016 Referralf h callers must first dial through the toll-free . Within 24
738077 08:50pm CapTel Cansumer NiA ;?osrﬁ; cag;tlllons onan captioning service number. CSR further explained 11/06/2016 09:00pm Hours S0
Ed g call. the proper dialing procedure when placing calis
through the captioning service, CSR provided
customer with the appropriate captioning service
numiber.
. The customel's husband Invas_tlg_éhon by CSR found_ that the CapTe_l 840,
reporied being unable to has a mistaken dialing prefix programmed inte the
733183 1170712016 Phone | Setup /A |call out with captions from |Teny: CSR assisted the customer with removing | 44100015 19.200m | Within24 [ o,
10:59am - . the mistaken dialing prefix. The customer Hours
the CapTet 840 in 1-Line . .
confirmed successfully calfing out from the CapTel
mode. ) .
in 1-Line mode.
Customer inquired about
Infof the aytomated message CSR explained that this is to comply with
11/08/2016 Refarral/ "Your Call Will Ba Californta state privacy laws that prohibit third . Within 24
7330851 01:33pm CapTel Consumer NA Monitered” during calls on  |parties to be on a call without ail parties on the lina 11/09/2016 01:45pm Hours KG
Ed the CapTel 840 in being aware of their presence.
Calfornia.
CSR explained that in order for the CapTel 840 to
receive caplions in t-Line mode, callers must first
tafof Customer reparted dial through the toli-free captioning service
733894 1100912018 | (v 7e) | Refermall |, jincoming calls arentt number. CSR further explained the proper dialing | 11/09/2016 12:46pm | "VEN24 4y
11:38am Consumer captioned on the CapTel . Hours
£d 840 in 1-Line mode. procedure when placing calls through the

captioning service. CSR provided customer with
the appropriate captioning service numbar.

Hamilion Relay, Inc.
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1111212016

Customer reported no

CSR's investigation revealed that the CapTe! 840
had been switched from 2-Line mode to 1-Line

mode, but the customer was still intending to use
the 2-Line setup. CSR assisted the custorner with

Over 48

734875 07:20pm CapTel | Setup NiA E:pé:(;né;n'rzf ;:;rgng calls correcting the settings to allow the CapTel to use #1/17/2016 03:45pm hours PY
P ) 2-Line mode. CSR later confirmed that the CapTel
was successfully receiving captioned cails in 2-
Line mede,
Further discussion reviealed that the other party
was using 2 mobile phone and may have been in
an area of poor reception. Cusfomer also
. indicated seeing 2 message when the other
1171312016 R;?;?:av E::ttZ?: Lffﬁ;ff grthaa " [party's osptions stopped, which read, “(Hung Up) Within 24
734984 . CapTel N/A . . . Thank You Bye CARAXXX." CSR explained the 11413/2016 04:32pm SB
04:26pm Consumer previous call while using the, ” Hours
Ed CanTel 840 {Hung Up} Thank You Bye CA#XXXX" message
<3P 18 ) is sent automaticatly when the other party
disconnects the call from their end. CSR further
explained that captionists are unable to
disconnect calls themselves.
CSR's investigation revealed that the customer
Infof Customer reported difficulty |was entering an extension directly after entering
114152016 Referralf reaching a specific phone  [the phone number, CSR advised customer to wait _ . Within 24
735626 03:45pm CapTe Consumer NiA number on the CapTel 840 |until the call connected before entering the 1171572016 04.21pm Hours CF
Ed in t-line mode. extension. CSR confirmed the customer was able
to successiully dial the desired phone number.
CSR explained that when calling through the toli-
free captioning service and after the customer
Infof g?:gnmge;;izzn;:f;;h:m answers the CapTel phone, it would be normal to
736045 11,'1.6!2016 CapTel Referralf N/A inbound call connects 1o the hear a racording s}atmg. ’ Please hold, t“he PErson | 4. saimn1s 06:40pm Within 24 BJB.
08:34pm Consumer CapTel 840 through the you have cailed will be with you shortly." CSR Hours
Ed ca ptionin serviceg further explained that there will be a brief muted
P 9 ’ time while the CapTel phone is establishing a
connection with the captioning service.
CSR's investigation revealed that the customeris
Customer reported aftempting to connect to captions using VOIP
11712016 frequently dropped audio on jtelephone service. CSR advised the customer's Over 48
736406 07:05pm CapTel Setup N/A, inbound and cutbound calls [son that the CapTel 840 is not designed for VOIP | 11/28/2016 09:50pm hours BH

on the CapTel 840 in 1-Line
mode.

use and recommended obtaining an [nternat
maodel CapTel that would use the internet to
support the captions.

Hamiltor Relay, Inc.
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CSR apologized for the incident and thanked
Customer reported customer for the feedback. Call detail was shared
11/18/2016 . inaccurate capfions on a with Call Center management for follow up with . Over 48
736552 01:57pm CapTel | Servics 10609 specific call on the CapTel |the CA by the CA's supervisor. The CA's 11/28/2016 01:48pm hours ELS
840 in 2-Line mode. supervisor increased monitoring frequency for the
CA to ensure consistent quality performance.
Customer inquired about
info/ g‘:;?g.:g?p?;;:éﬁen CSR explained that this is to comply with
736647 11!1.81'2016 CapTel Referral/ N/A reminding CapTel usefs in Callforma state privacy I’aws that prol?llb!f third | 1111812015 05:20pm Within 24 BH
05:23pm Consumer o . parties to be on a call withoui all parties on the fine Hours
California to inform other . -
Ed . . being aware of their presence.
pariies that there is an
cperator on the call.
_ Infol Customer daughter reported|CSR explained that when captionists make
1111872016 Referral/ seeing the wrong word corrections, the correctsd word(s) are displayed in . Within 24
736699 01:18am CapTe! Consumer NIA followed by a correction in  |brackets. There may be a delay between the 1171972018 08:44am Hours CM
Ed captions on the CapTel 840. [wrong word(s) and the correction.
CSR explained that when callers dial through the
Customers dagnier (3158 aplnis senies e GapTe 40 sceen
737032 11202018 | opyey | Referral | [inquired about the *handset | o G " nnacting to the captioning service, | 11/20/2016 10:20pm | Wtin24 | o
10:07pm Consumer is muted” message on the . e L Hours
Buring this time, the audio will be muted for both
Ed CapTel 840. - P L - -
parties untit a live captioning assistant is on the
ling.
Customer requested on-site assistance and CSR
Customer reported that the |assisted the customer with contacting the state
1172012016 caplions are "a jumble of  {issuing agency for further assistance with having Over 48
737314 . CapTel Selup N/A, letters" and captions a field adviser visit the customer's home to 11/2212016 02:54pm OF
12:06pm , ] . . N hours
stopping during captioned  |resclve the garkled captions. State issuing agency
callg in 2-Line mode: subsequently confirmed that a field adviser will
contact the customer to set up an appointment.
-
CSR's investigation reveated the CapTel phong
cord may be faully and advised the customer to
11122/2016 Customer reported not replace the phone cord. Upon follow-up, the Within 24
737610 06:170m CapTel Setup N/A getling a dial tone on the customer confirmed the CapTel phone is working | 11/22/2018 G7:03pm Hour MKC
P CapTel 840. properly after making the necessary adjustmenis ours
to the setup. Customer requested no further
assistance.

Hamilton Rafay, Inc.
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Customer's wife reported CSR advised customer's wife that the CapTel 840
11232018 their oreferred carrfer of is not designed for digital cable phone service use Within 24
737833 ; Phone Setup N/A forex o and recommended obtaining an internet model 112372016 12:44pm S8
12:31pm choice with a digital cable . Hours
- CapTel that would use the intemet to support the
provider, .
captions.
Troublehooting revealed that the duplex jack
14/2512016 Customer's assistant used by the CapTel was faulty. C5R advised that Within 24
738101 02:47pm CapTel Setup N/A, reported no dial tone on the [the duplex jack be removed from the CapTel's 11/25/2016 02:54pm Hours PZ
4P CapTel 840. sefup. Custamer's assistant confirmed the CapTel
is now geiting a dial tone.
CSR found that there was a call waiting feature
provided by the telephone service on the line.
Customer rep ortec_i thet the Unfortunately, the call disconnected before CSR
CapTel 840 in 1-Ling mode . .
frequently disconnects on had a chan_cels to t_axpla:n that thﬁ CapTel phone'is
738157 11252018 oontel | setup N/A  [calis ifa second calier |70 Compatible with the call wailing feature. CSR | o046 o5.0aom | OVOr48 | o
05:45pm - . attempted to contact the customer on severat hours
places an incoming call to - . .
o u . [SEParate occasions to discuss this, but was not to
the CapTel phone while it is o " th
already in use reach the cusfomer, SR sut sequenily sent the
) customer a letter describing in detail how the call
waiting feature affects the CapTel phone.
CSR's investigation revealed that the customer is
Customer's daughter attempting to connect to capticns using digital
11/2712018 reporied intermittently being |cable telephone service, CSR advised customer Within 24
738437 03:31pm Phone Seiup NIA unable fo place or receive  [that the CapTe! 840 is not designed for digital 12712016 04:14pm Hours Ad
e captioned calis on the cable use and recommended obtaining an internet
CapTel 840 in 1-Line mode. [model CapTe! that would use the infernet to
support the captions.
CSR found that there are brief moments of silence
while the customer is reading the captions, which
Infof Is causing the other party to think the customer is
Customer reported that the ) ) .
11/28/2016 Referrall ; ne longer on the line. CSR explained the use of ) Within 24
738679 01:58pm CapTel Consurmer NiA ;Lh;rhp:rty s not able fo the signal meter during calts; alsc advised 11/28/2616 02:03pm Hours )
Ed ) anticipating the other party's greeting and trying to
speak svoner to aveid hang-ups. CSR conducted
test call with customer to practice above tips.

Hamiltort Relay, inc.
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initials

11/28/2016

The customer reported a

Extensive troubleshooting revealed there may be
damage,en the CapTel unit or something in the
setup causing the static. The customer
subsequently requested in-home assistance and

Over 48

738731 03:07pm CapTel Setup N/A Erac;&_ll?gs Sgl_se1olr-1_ the .y CSR referred the customer to the appropriate 12/02/2015 01:48pm hours MS
apie n 1-LINS MOCE. | state program for further assistance with getling
the unit checked for damage and replacing it i
needed.
investigation found that there are brief mements
of silence while the customer is reading captions.
Info/ it CS“R- eTprairéed {h; uste of t:'le signai r:eter crj;ring
The customer reported their |calls; also advised anticipating the other party's .
738572 11”02:2’02;];6 CapTel &?Eﬂﬁir N/A  |callers cannot hear them on |greeting and trying to speak sooner to avoid hang-| 11/28/2016 10:55am Wﬁgg‘f‘ MS
) Ed the GapTel 840. ups. CSR atternpted to conduct a test call with
customer to practice the above tips, but they
opted out of further assistance confirming they
understood how it works.
CSR's investigation revealed the customer was
hanging up as they were hearing no audio while
Customer reported that the captions were still connecting for the incoming
Infof when a call comes through call. CSR explaipeq that wh_en callers dial through
738904 1172902016 | o pop | Refemal |y e is no one on the line |1 (1HTee captioning service, the CapTel screen | ) 550416 pg:a30m | OVE'48 | gy
12:55pm Consumer will display "Handset is Muted" with a progress bar hours
or the caller cannct hear ; . . au
Ed them on the CapTal 840. whlls_,- the CapTel is connecting to_ the_ captioning
service. During this time; the audic will be muted
for both-parties until a live captioning assistant is
on the line,
CSR's investigation revealed that the VOO mode
11/3012016 Customer reported difficully {was on in the CapTel. CSR assisted the customer Within 24
738424 . Fhene Setup N/A dialing out on the CapTet  {with turning the VGO mode off. CER confirmed 11/30/2016 03:02pm EG
02:47pm L Hours
840. this adjustment resolved the customer's
experience.
CSR's investigation revealed that the customer is
. attempting to connect to captions using VQIP
Customer's daughter telephone service. CSR advised customer's s
739469 MBI | o Tel | Setp N |reported the CapTelBAO | ooy ot the CapTel 840 is not designed for | 11/30/2016 04:01pm | TN 24 4 gy
03:58pm wag having difficulty ’ Hours

connecting with captions.

VOIP use and recommended obtaining an infernet
model CapTel that would use the irternet to
support the captions.

Hamilton Relay, Inc.
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CSR's investigation revealad that the customer is

Customer reported attempting to connect to captions using digital
1210412016 cccasional drops of the cable telephone service. CSR advised cu_stomer Within 24
740462 02:07pm CapTel Setup N/A audio and the captions on  |that the CapTel 840 is not designed for digital 120412016 02:15pm Hours EEJ
’ the CapTel 840in 1-Line  |cable use and recommended obtaining an internat
mode. model CapTel that would use the internet to
suppart the caplions.
C8R's investigation revealed that the wali-jack
into which the CapTel 840's second line
connected was faully. CSR advised the customer
(2/04/2016 ;Zeg:;}‘:i“g;g’iﬁ?fﬁ;hat to move the GapTel fo a different wall-jack. CSR Over 48
740429 10-50am CapTel Setup N/A mode was ot receiving placed multiple test calls, and the cust_omer 12/07/2016 11:49am hours CH
’ captions confirmed that this resolved the experiance. CSR
' further advised the customer {o contact the
telephone service provider for further assistance
with repaiting the faulty walljack.
CSR determined that when the customer moved
some of the attached cords, the audio would cut
_ . Customer reported-audio out. 1;.I‘,SRh attempted to haze th;e customer . Witk 24
740903 %gffpgl CapTel | Setup N/A g;%pping onthe CapTel | ToLDleshoot e setup and ’;Zﬁ:;:t:g’g:’sni‘ 1210512016 09:17pm | Y10 2 Al
) assistarice. CSR referred custormer to the state
issuing agency for further assistance scheduling
ah on-site visit to troublashoot the CapTel.
CSR's investigation revealed that the customeris
attempting to connect to captions using digital
1210512018 Customer reported audic  |telephone service, CSR advised customer that the Over 48
743966 . CapTel Setup N/A dropping on the CapTel CapTel 840 is not designed for digital telephone 12/15/2016 12:00pm BC
09:15pm : - : hours
840. use and recommended obtaining 2n internet
mode! CapTel that would use the internet to
support the captions.
CSR explained that in order for the CapTel 840 to
Info/ Customer reported réceive caplions in 1-Line mode, callers must first
12/05/2016 Referralf incoming calls are not dial through the toli-free captioning service . Within 24
740654 11:34am CapTel Consumer NIA captioned on the CapTel number. CSR further explained the proper dial'ing 12/05/2016 11:45am Hours JAA
Ed 840 in 1-Line mode. procedure when placing calis through the

caplioning service,

Hamilton Relay, Inc.

36




frate of Complaint

Coniact
Type

California CapTel FCC Complaiﬁts 6/1/2016 to 5/31/2017

Tech. vs,
Service

Agent # Nature of Complaint

Expianation of Resalution or Status

Date & Time Resoived Time Comp

Rep.
Initials

CSR's investigation revealed that the computer's
Customer reported frouble  [security seltings were preventing the drivers for
12/05/2016 getting captions to show up |the CapTel 200 USB from being installed. GSR Within 24
740662 . Emaif Setup N/A on the screen of his sent the customer an emaif with instructions on 12/05/2016 1Z:07pm T5
11:55am e - . o Hours
computer with his CapTel  |how to temporarily adjust the security seitings to
USB. allow for the Installation of the required drivers.
C5R offered further assistance as needed.
CSR apologized for the incident and thanked the
customer for bringing their experience to our
attention. TSR attempted to gather more details
about the call so that further foflow-up could be
performed with the assisting CA, but the customer
Customer reported that on a|was unable to provide further detail. CSR
calf with her doctor some  |confirmed that there have been no disconnections
12/06/2018 numbers he was providing |or hang-ups initiated by the call center an any of Over 48
741277 07:28pm CapTel ; Service N/A were not captioned the customer's recent calls, which heavily 12111/2016 03:54pm hours BH
’ correctly. Customer also suggests that the line was discannacted by the
reported that she was hung |other party on the lina. CSR suggested customer
up on whife on held, documeht the date, time, and CA # of any future
calls wherein accuracy concerns arise so that
further investigation may be performed. CSR
subsequently sent customer a letter reiterating the
advice given and offering further assistance upon
request.
CSR's investigation revealed that the customer
Customer's assistant has a single phone line but the CapTel was set to
12/0812016 reported being unable to 2-line mode. CSR guided the assistance through Within 24
741244 04-48pm CapTel Setup NfA place oulgoing cafls with the process of setting the CapTel to 1-fine mode, | 12/08/2016 05:03pmi Hours CF
’ captions on the 800 in 1- Customer's assistant confirmed the CapTel is able
Line mode. to successfully place outgoing captionad calls on
the CapTel 8C0.

5
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C5R explained to customer that if they are tatking
Customer reported seeing  |with someone who speaks very quickiy, who is in
{Speaker Unclear} when a noisy environment, or who has a heavy accent,
Infof frying to retrieve a phone  |they may sometimes see (Speaker Unclear) on
1211212016 Referralf rumber from a recent their CapTel display. CSR suggested customer re- . Within 24
742974 07:25pm CapTel Consumer NiA message and requested caption the message if needed. CSR also 12/13/2018 G4:54pm Houirs S0
Ed that CSR retrieve this explained to customer that for their privacy,
telephone number from the {CapTel does not have access to their captioned
message. conversations, thus we are unable to retrieve
information from captioned conversations.
CSR explained that in order for the CapTel 800 to
, . receive captions in 1-Line mode, calters must first
Infof Customer's assistant . L .
- dial through the tell-free caplioning service -
743208 TAMVANE | copyer | ROferMAV |y, |reporied thatinbound calls | oS riner explained the proper dialing | 12/13/2016 03:05pm | VN 24 | b
02:58pm Consumer to the CapTel BOD were not . Hours
Ed cahtioned proceduse when placing calls through the
P ' captioning service. CSR provided customer with
the appropriate captioning service number.
C8R's investigation revealed that the customer is
Customer reported attempting to connect to captions using digita
121512016 occasional difficulty placing [telephone service. CSR advised customer that the Within 24
743865 01-420m CapTel Selup N/A, outgoing captioned calfs on [CapTel 840 is not designed for digital telephone 12/15/2016 04:14pm Hours CF
P the CapTel 840 in 1-line service use and recommended obtaining an
mode. internet model CapTel that would use the internet
to support the captions.
State-issuing agency s N .
- CSR's investigation revealed that 2-Line mode
representative reported that had b led i . CSR
12/16/2016 the customer had a second | 12¢ ot been enabled in the CapTel's menu. Within 24
744258 ] CapTel Setup N/A o assisted with enablfing 2-Line miode, Agency 12416/2016 05:30pm ES
05:20pm phone fine installed and . ! - . Hours
representative confirmed this resolved the
they were unable to call out customers experience
on the CapTel 840. P )
C5R explained that in order for the CapTel 200 to
Info/ receive captions in 1-Line mode, callers must first
Customer's son reported no |dial through the toll-free captioning service s
744271 12”_6&016 CapTel Referral/ NA captions for incoming calls {number, CSR further explained the proper dialing | 12/16/2016 08:05pm Within 24 ELS
05:53pm Consumer . Hours
on the CapTel 840, procedure when placing calls through the
Ed o ; . .
caplioning service, CSR provided customer with
the appropriate captioning service number.
ra
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Customer reported seeing  |CSR explained to customer that if they are talking
Info/ "Speaker Unclear” on the  |with scmeone who speaks very quickly, who is in
744442 121712018 | o onrey | REfEAY | s GapTel840duringan  |a noisy environment, or who has a heavy zccent, | 12/17/2016 03:55pm | VM 24 | o)
03:44pm Consumer Hours
) Ed answering machine they may saometimes see (Speaker Unclear) on
message. their CapTel display.
Customer registerad a CSR advised customer that the CapTel 840 is not
1211912016 digital cable telephone designed for digital cable telephone service use Within 24
744785 0%:000m CapTel Setup N/A service provider as the and advised customner of the known difficulties 12/19/2016 01:18pm Hours CF
R catrier of choice for the associated with using the CapTel 840 with this
CapTel 840 in 1-Line mode. |type of service.
CSR exﬁiained that in order for the CapTel 840 to
receive captions in 1-Line mode, callers must first
1211912016 Re!?;?:all i‘iitﬁt”.’f&iﬁﬁﬁﬁm dial through the toll-free captioning service Within 24
744729 11-20am CapTel Consumer N/A, CapTel 840 were not number. CSR further_explained the proper dialing | 12/18/2016 11:30am Hours EG
£d captioned procedure when placing calls through the
) captioning service. CSR provided customer with
the appropriate caplioning service number.
Customer's husband Further discussion revealed that the customer's
reported being unable to phone line requires a dialing prefix to reach an
745459 15’12_;’:52015 CapTel | Setup N/A  |place outbound captioned |0U'Side line. CSR assisted the customer with 12/21/2016 02:06pm | VN 24 | g
:55pm calls from the CapTel 840 in programming a dialing prefix for outbound Hours
1-Line mode captioned calling. Customer's husband confirmed
) this adjustment resolved the experience.
CSR explained that in order for the CapTel 840 to
Infod Customer's neighbor recéive caplions in 1-Line mode, callers must first
_ . dial through the toll-free captioning service L
122112016 Referralf reporied no captions on - - . Within 24
745520 02:43pm CapTel Consumer N/A inbound calls to the CapTel numbzr. CSR furtf;er_expia;?ei the proper dialing | 12/24/2016 03:46pm Hols RN
Ed 840 in 1-Line mode procedure when placing calls through the
’ captioning service. CSR provided customer with
the appropriate captioning service number. i
Customer's assistant CSR's investigation revealed an extension phone
12/22/2018 reported the CapTelwas  |was off the hook causing the fine to ring busy. . Within 24
745804 08:02pm Phone Setup NiA unable to make or receive  |Once thé extension phone was hung up CSR 12122/2016 08:18pm Hours 5G
cails. verified the CapTel was operating normally.

Hamilton Relay, Inc.
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Whife registering the

CSR's investigation revealed that the customer is
attempting to connect fo captlions using digital

custorner's carrier of choice, |cable telephone service. CSR sent a letter
12/28/2016 program representative confirming registration and advised customer that . Within 24
747078 04:50pm CapTel | Setup N/A " |teported that the CapTel  |the CapTel 840 is not designed for digital cable | 12/28/2016 04:85pm | T o RH
840 is used with digital use and recommended them to cbtain an Internet
cable lines, mode! CapTel which uses the Internet to support
the.captfrons.
CSR's investigation found that the CapTel had lost
15129/2016 Customer reported difficulty |power due to a faulty power oullet, CSR advised Within 24
747268 02:10pm Phone Setup NIA connecting to captions on  |[moving the CapTel's AC adapter into a working 122912016 02:19pm Hours KG
: the CapTe! B40. outlet. Customer confirmed the CapTel is now
operational and connecting to captions.
Troubleshooting revealed that the phone cord for
12/29/2016 ?e:?:t;nde:r?egéaarﬁe?na4o the CapTel was connected to the Line 2 port on Within 24
747317 04:12 Phone Sefup N/A . the CapTel. CSR advised moving the phone cord | 12/28/2016 04:26pm SAB
H2pm wolld not ring when called . ; Hours
and had no dial tone. to_the Line 1 port. Custpmer's grandson confirmed
this rescived the experience.
CSR attempted to reach customer via phone on
two successive calls and offered ongoing
assistance via telephone messages. Since CSR
: was unable o speak with customer directly to
Custamer wrote that the gather further details regarding set up and type of
1212912016 captions take getting used |phone service, CSR subsequently sent customer Over 48
747174 10:35 Mait Service N/A, to and some auto answer  |a letfer via US Mail thanking the customer for 01/03/2017 02:00pm MMo
38am o - . . hours
messages do not make bringing their experience to our attention,
sense. explaining the captioning process, and suggesting
customer document the date, time and CA# of any
future calis to aliow us to take specific action with
the CA capticning the call. CSR offered customer
onguing{assistance.
Customer reported using  |CSR advised customer that the CapTel 840 is not
12/30/2016 the CapTel 840 in 1-Line  |desighad for VOIP use and recommended - Within 24
747510 12:24pm CapTel | Setup NIA | mode with VOIP telephane |obtaining an Internet mode! CapTel that would use] 12/20/2018 12:3tpm | T, 0 BM

service.

the Internet to support the captions.

Hamilton

Relay, Inc,
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748475

Date of Complaint

01/0312017
04:20pm

Contact
Type

CapTel

California CapTel FCC Complaints 6/1/2016 to 5/31/2017

Tech. vs,
Service

Info/
Referralf
Consumer
Ed

Agent#

N/A

Natusre of Compiaint

Customer reported not
getting captions on inboung

calls on the CapTel 840 in 14the CapTel 840 to receive captions in 1-Line

Line mode.

Explanation of Resolution or Status

CS5R's investigation revealed that callers to the
CapTtel user were not calling through the
caplioning service. CSR explained that in order for

mode, callers must first dia! through the tol-free
captioning service number.

Date & Time Resolved Time Comp

01/03/2017 04:33pm

Within 24
Hours

Rep.
Initials

Pz

749146

01/05/2017
02:09pm

CapTel

Infof
Referralf
Consumer
Ed

N/A

Customer's son reported
not having captions on
incoming calls placed to the
CapTel 840 in 1-Line mode,

CS5R's investigation revealed that callers were not
dialing the captioning service number. CSR
explained that in order for the CapTel 840 to
receive captions in 1-Line mode, callars must first
dial through the toll-free captioning service
number. CSR further explained the proper dialing
procedure when placing calls through the
captioning service, CSR provided customer with
the appropriate captioning service number.
Customer's son placed an incoming test calt to the
CapTel 840 in 1-Line mode and confirmed that
they were receiving captions successfully.

(1/05/2017 02:36pm

Within 24
Hours

LB

745248

01/05/2017
07:03pm

CapTel

Setup

N/A

Customer reported no
captions on the CapTe! 840
in 1-Line Mode.

C8R's investigation revealed that the customer is
attempting to connect to captions using digital
cable telephone service. CSR advised customer
that the CapTel 840 is not designed for digital
cable use and recommended obtaining an internet
model CapTel that would use the internet to
support the captions.

G1/05/2017 07:24pm

Within 24
Hours

BH

749546

01/08/2017
06:09m

CapTel

Setup

N/&

Customer reported not
having captions on the
CapTel 840

C3R's investigation revealed that the telephone
cord was not securely connected to the CapTel
840. CSF advised connecting the phone line
securely, Later, customer's daughter firmly
reconnected the telephone cord to the CapTel and
confirmed that this adjustment resclved their
experience.

G1/08/2017 06:22pm

Over 48
hours

AJ

75120

01/12/2017
04:19pm

CapTel

Setup

N/A

Customer's husband
reparted that audic was
distorted while using the
CapTel 800 in 1-Line mode.

CSR's investigation fevealed that the CapTel's
Line 1 port had 2 duplex jack installed contaihing
the CapTel's phone cord as well as a cord to an
extension phone, CSR advised the customer's
husband to remove the duplex jack and install the
CapTel's phone cord diractly to the Line 1 port on
the back of the phone. Customer's husband
confirmed this adjustment resolved their
experience.

01/12/2017 04:33pm

Within 24
Hours

CR

Hamilton Retay, Inc.
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BDate of Complaint  Contact

Type

Tech. vs.
Service

Agent #

Nature of Complaint

Explanation of Resolution or Status

California CapTel FCC Complaints 6/1/2016 to 5/31/2017

Date & Time Resolved Time Comp  Rep.

Initials

751821

/152017

12:02am Phone

Infol
Referralf
Consumer
Ed

N/A

The customer reported
issues with incoming calls
on the 840.

CSR's investigation found that incoming caflers
were notdialing through the Captioning Service
Number. GSR attempted to follow up with the
customer but was unsuccessful. CSR sent the
customer a letter advising that in order for the
CapTel 840 to receive captions in 1-Line mode,
callers must first dial through the tol-free
caplioning service number. CSR further explained
the proper dialing procedure when placing calls
through the captioning service and provided
customer with the appropriate captiening service
number.

01/1812017 91:22pm

Over 48
hours

LK

752138

01A186/2017

01:18pm Phona

Setup

N/A

Customer's husband
reported difficulty placing
calls on the CapTel 840,

Investigation by CSR found that the CapTel has a
mistaken dialing prefix programmed into the
meny. CSR assisted the customer with remaoving
the mistaken dialing prefix and confirmed this
adjusiment resclved the experience.

01/18/2017 01:30pm

Within 24
Hours

KG

752168

011672017

02:14pm CapTel

Infof
Referralf
Consumer
Ed

NFA,

Customer reported difficuity
dialing out on the CapTel
800.

Investigation by CSR found that the customer is
having difficulty entering alt digits of the telephone
number bafore the call is connected. CSR advised
customer to start dialing as soon as the receiver is
picked up and to diat the entire phone number,

01/16/2017 02:30pm

Within 24
Hours

JB

752564

011772017

03:51pm Phone

Setup

NfA

Customer reported being
unable to dial out with
captions on the CapTe! 840
in 1-Line mode.

CSR's investigation revealed that the custormer is
attempting to connect to captions using digital
cable telephone service. CSR advised customer
that the CapTel 840 is not designed for fiber optic
tefephone service and recommended chtaining an
internet modet CapTel that would use the internet
to support the captions.

01/18/2017 05:48pm

Within 48
Hours

LB

752826

011812017

01:54pm Mail

Infof
Referralf
Consumer
Ed

NiA

Customer sent a letter
reporting that she connects
with captions on ouigeing
calls but not incoming calls.

CSR confirmed that customer is using the phone
in 1-Line mode and does not want to obtain a
second line {6 use the phone in 2-Line mode. CSR
expfained that in order to receive captions on the
CapTel 840 in 1-Line mode, callers would need to
dial the toll free number for the caplioning service
first. CSR alse discussed the option of obtaining
an internet-based model phone where the callers
would not nead to dial the toll free number for the
captioning service first.

0171812017 03:12pm

Within 24
Hours

DF

Hamilton Relay, Inc.

42




Contact
Type

Date of Complaint

Tech. vs.
Service

Agent #

Nature of Complaint

Expfanation of Resofution or Status

California CapTel FCC Complaints 6/1/2016 to 5/31/2017

Date & Time Resolved Time Comp

Rep.
fnitials

oU1812017 Customer is using the SSR ad;i?eddgu_?t?meglthat the (;apTeI 840 iz n;t Within 24
; g esigned for digital cable use and recommende . ithin
752836 01:54pm Mail Setup N/A CatﬂTelthiD ?An a digital obtaining an in{?amet model CapTel that would use 0118/2017 03:12pm Hours DF
cabie phane fine. the internet to support the capfions.
CSR's investigation revealed callers are not
dialing through the captioning service. CSR
explained that in order for the CapTel 800 to
info/ f;:sotg:dezitdga;tg:;er receive captions in 1-Line mode, callers must first
752883 01!1‘ 8/2017 CapTel Referralf N/A captions during inbound dial through the toll-free captmmng service 01/1812017 05:00pm Within 24 oL
04:55pm Consumer o 4 [number. CSR further explained the propar dialing Hours
calls on the CapTel 800 in 14 .
Ed Line mode pracedure when placing calls through the
’ captioning service. CSR provided customer's
daughter with the appropriate captioning service
number.
CSR's investigation revealed that the customer is
Customer reported attempting to connect to captions using digital
0171812017 continued difficulties placing|telephone service. CSR advised customer that the Within 24
752719 11:24am CapTel Setup N/A outbound captioned cafis  |CapTel 840 is not designed for digital cable use 01/18/2017 11:42am Hours PL
’ from the CapTel 840in 1-  {and recommended obtaining an internet modei
Line mode. CapTel that would use the intemst to support the
captions,
CSR's investigation revealed the state program
installer had the phone lines switched that connect
The state program installer (to the Line 1 and Line Z porls on the CapTe! unit.
0119/2017 reported difficulty CSR advised the state program installer to swilch Within 24
753140 01:08pm CapTei Setug N/A eonngcling with captions the phone cerds connecting the analog phone line | 01/19/2017 01:26pm Hours MS
) after installing the CapTel |to the line 2 poert and the ron-anzalog fine to the
840 in 2-Line maode. Line 1 port. CSR placed a test cail, and the state
pregram instafler confirmed the captions are
connecting successfully.
C3R's investigation revealed that the CapTel
phone cerd was connected to a faully phone jack.
Customer's assistant CSR advised the customer to move the phone to
01/23/2017 reported not being able to  Ja properly functioning phone jack and referred the . Within 24
754130 03:33pm Phone Setup NiA connect to captions on the  [customer to the telephone service provider for 01/24/2017 12:05pm Hours CE
CapTel 840. assistance with repairing the faulty jack. CSR
subsequently confirmed the CapTel is able to
connect to captions succassfuily,

Hamifton Relay, Inc,
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Date of Complaint Contact Tech.vs. Agent# Nature of Complaint Explanation of Resolution or Status Oate & Time Rescived Time Comp
Type Service
CSR informed customer when the other party calls
Info/ Customer reported that they lthrough the captioning service, it will be normal to
0112312017 Reaferralf see "Handsetis Muted" on  isee "Handset is Muted” white the CapTel phone is . Within 24
754141 03:34pm CepTel Consumer NiA an incoming captioned calt {making a connection fe the captioning service, 01/23/2017 05:59pm Hours T
Ed in 1-Line mode, CSR advised customer to remain on the line and
the captions wilt connect momentarily.
Telephone service
technictan reported the CSR advised customer that the CapTel 840 is not
01/26/2017 customer has VOIP designed for VOIP service use and recommended Within 24
754768 ) CapTel Setup N/A telephone service and i . 01/25/2017 02:01pm RS
01:53pm inquired if the CapTel 840 obtaining an internet mode! CapTel that would use Hours
would work on this type of the internet to support the captions.
line.
CSR's investigation revealed that the customer
. |had connected a heavy-duty electrical device near
0172712017 C;:::ZZ:;;Z"ECI that his the CapTel phone. Customer later reported that Within 48
755508 05-250m CapTei Setup N/A gismnnecﬁn on the he moved this device away from the location of 01/28/2017 09:38pm Hours PY
-=9P CanTal 240 9 the CapTel 840 and confirmed that the CapTel
P ) was no longer experiencing disconnections on
calls.
CSR explaired that when callers diaf through the
. toll-free captioning service, the CapTel streen will
infof Customer reported seeing . " - .
" . " display "Handset is Muted" with a progress bar .
757909 02002017 | Capten | Referall |, "Handsetis Muted"on the |0 % o et ie connecting to the captioning | 02/06/2017 01:52pm | W24 | Lo
01:44pm Consumar screen of the-CapTel on an ice. During this t h o will b Hours
£d incoming call. service. ur!ngt is hm_e, the aydu_: wil emute_d
for both parties until a live captioning assistant is
on the line.
CS3R's Investigation revealed the CapTel 840 and
a telaphone ringer were sharing the phone jack
S:St:g{r?se;rreerpeosr:zig::\? ::13 using a duplex jack. CSR advised customer to
757972 02}96',2017 CapTel Setup NiA, she was experiencing replace the duplex jack. As CSR's repeat}e d follow 02/15/2017 10:02arm Quer 48 ES
G3:06pm . up attempts were unsuccessful, CSR mailed hours
garbled captions on the o . .
customer a letter with information and tips to
CapTel 840. . .
resolve her experience, and offered ongoing
assistance.

Hamilton Relay, Ing.
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Date of Complaint Contact  Tech.vs. Agent# Natuere of Complaint Expianation of Resoiution or Status Date & Time Resalved Time Comp  Rep.
Type Service Initials
CSR's troubleshooting revealed the customer's
second phone ling was not plugged into an active
telephone jack. After extensive troubleshosting,
Cust ried CSR referred the customer to the telephone
02/08/2017 cé'psﬁﬁff :)rr\egt?tgoin;ocans service provider to request assistance with Over 48
758648 12:11 CapTst Setup N/A while using the CapTel 800 connecting Line 2 to an active jack. As attempts at| 03/02/2017 04:19pm hours CE
-Hipm : ZBL' g od i follow up with the customer were unsuccessful,
n 2-Line mode. CSR sent them a letter with specific setup
instructions for setting up the CapTel in Z-Line
mode and offered further assistance upon
reguest,
investigation revealed that the previous cailer did
Infof Customer's granddaughter |net call the toll free captioning service number.
0211112017 Referrall reported that the CapTel CSR advised granddaughter that all callers need Within 24
759689 08:49pm Phone Consumer NA 800 in 1-Line mode did not |fo call the toll free captioning service number for | 02/11/2017 08:53pm Hours TH
) Ed connect with captions on the CapTet in 1-Line mode to connect with
the previous incoming call. |captions. Granddaughter confirmed this resolved
the experience.
C5R's investigation revealed that the customer is
attempting to connect to caplions using digital
0211172017 Custorner reported difficulty ?Ieﬁﬁnsiggmo?dcss addwfsec:i'c il use. th? e Over 48
. . apTe is not designed for digitat use an . ver
7595832 10:45am CapTel Setup NIA :‘: ngectip g[ §4gaphons o | ecommended obtaining &n infernet model CapTe! 03/01/2017 08:05am hours EG
etaple ’ that would use the intermet to support the
captions. CSR also sent & letter reiferating this
advice.
CSR's investigation revealed that the customer is
attempting fo connect to captlions using VOIP
0211612017 ﬁ:s:;?t?;nri%‘:\ﬁfszzgﬁ:f felephone service. CSR advised customer that the Within 24
761091 . Mait Setup N/A by CapTel 840 is not designed for VOIP use and 02/16/2017 04:09pm CBe
03:29pm were missing on the CapTel N . Hours
840 in 1-Line mods. recommended ob@ntng an internet model CapTel
that would use the internet to support the
captions.
CSR's investigation revealed the CapTel 840's
phone cord was connected directly to an external
Customer's daughter answering machine. CSR explained that the
reported that they weren’t  |CapTel 840 has a built-in answering machine and
021212017 hearing any dial tone or daughter confirrned they wanted to use the . Within 24
762295 03:13pm. | CepTel | Sefup NIA | audio on the CapTel 840 in |CapTel's answering machine instead. GSR 022172017 03:38pm |~ oirs ES
1-Line mode, but she was advised’&aughtar to connect the CapTel's phong
getting captions, cord directly to the phone jack. CSR placed test
calls and customer's daughter confirmed this
resolved the experience.

Hamilton Relay, Inc.
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Tech, vs.
Bervice

Contact
Type

Date of Compiaint Agent #

Nature of Complaint

Explanation of Resclution or Status Date & Time Resolved Time Comp  Rep.

Initials

CSR apologized, thanked the customer for
bringing their experience to our atiention, and

infof g;;;ﬁ;":;;ng;zg of gathered details about the call with caption delay.
762561 05;2;{52017 CapTel }'\f(-}ferrahf N/A captions behind the spoken Afte.r .explalnlng how captions are qroduoed anc.i 0212212017 02:33pm Within 24 MK
26pm Consumer . advising on what factors may contribute to caption Hours
words when using the . -
Ed CapTel 840 delay, CSR confirmed that the customer desires
P ’ fo further follow-up regarding the call in question.
CSR offered further assistance upon request.
CSR's investigation found that the phone cord
was not jnstalled directly inta a phone jack in the
wall. CSR advised the customer to requeast
02/23/9017 Customer reported calls assistance from a helper to adjust the setup to Over 48
762832 12:500m CapTel Setup N/A, infermittently disconnecting [have the telephone cord go directly to a fully 02/28/2017 11:12am hours KG
P on the CapTel 840. functioning telephone jack in the wall. As CSR's
repeated atternpts to follow-up with the customer
were unsuccessful, a letter was sent offering
further assistance as needed.
CSR’s investigation revealed that the customer is
attemnpting to connect to caplions using digital
02/24/2017 gﬁjat:::nxircﬁ 3:?3 ;!;faking cable telophone service. CSR advised customer Within 24
763287 ) CapTel Setup N/A e that the CapTel 840 is not designed for digital 02/24f2017 06:20pm CF
08:02pm on the CapTel 840 in 1-line - . Haours
mode cable telephone service usé and recommended
) obtaining an internet model CapTel that would use
the infernet to support the capfions.
CSR explained that in order for the CapTel 840 to
, receive captions in 1-Line mode, callers must first
Info! Eel;itg:da;:eséeaf.?; 840 dial through the toli-free capiioning service
763818 051;2‘;{1’7201 7 CapTel Referralf N/A  |was not connecting with number. CSR further_explalned the proper dialing 02/27/2017 02:44pm Within 24 MKC
27pm Consumer . ? procedure when placing calls through the Hours
£d capflions for a previous captioni ice. CSR ided .
: ptioning service. provided the customer's
inbound call. . : - .
stepson with the appropriate captioning service
number.
C8R's investigation revealed thai the customer is
attemptifig to connect to captions using VOIP
Customer's stepson ; : .
. . |telephone service. CSR advised customer that the .
02/2712017 reported no captiohs during - . . Within 24
763823 02-27pm CapTel Setup N/A a previous call on the CapTel 840 is not designed for VOIP {elephone 02/27/2017 02:46pm Hours MKC

CapTe} 840.

service and recarmmended obtaining an internet
model CapTel that would use the internet to
support the captions,

Hamilten Refay, Inc.
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Tech. vs.
Service

Date of Complaint  Contact Agent # Nature of Complaint Expianation of Resalution or Status Date & Time Resolved Time Comp Rep.

Initials

Type

Customer' daughter
inguired about the text

CSR explained that this natification is to comply
with Caiiforniz state laws that prohibit third parties

Info/ prompt on the CapTel's to be on a call withttut alf parties on the lineg being
763939 022T2017 | GapTel | Jore@l |y (CISPIRY SCTEEN 1MINAING |5 o1 of their presence and is an indicator that | 02/27/2017 0B:aspm | VTN 24| g
40pm Consumer CapTel users in California . : Hours
- X the customer should notify the person being calied
Ed to inform other parties that N . - .
there is an operator on the that therg Isa thlrd_ party that is listening to them
call and caplioning their words.
CSR's invastigation revealed that the CapTel
Customer's daughter phone was installed with multiple dupfex jacks.
0212712017 reported that call disconnect{C3R advised customer's daughter to move the Within 22
763745 12:10pm Phone Setup N/A  |on the CapTel 840 in 1-Line {Captel phone to it's own phone jack. Customer's | 02/27/2017 08:58pm Hours EEJ
’ mode and that captions did jdaughter subseqguently confirned that the CapTel
not connect. stayed connected to captions and that the
situation was resolved.
CSR's investigation revealed that the customer is
attempting to connect to captions using VOIP
03/01/2017 Customer reported telephone service. CSR sent the customer a lefter Within 24
764503 03:59pm CapTel Setup N/A difficuities dialing out on the [explaining that the CapTe! 840 is not designed for | 03/01/2017 (4:30pm Hours JAA
’ CapTel 84G in 1-Line mode. |VOIP use and recommendesd obtaining an internst
model CapTel that would use the internet to
support the caplions.
CSR provided insfructions on how to dial local
Infof Customer reported directory assistance from a CapTel 840 in 1-Line
0310112017 Referrall difficuities reaching mode. Custemer confirmed he was able to reach Within 24
764317 09:27am CapTe! Consumer N/A directory assistance from  directory dssistance white following CSR's 03/01/2017 02:32pm Hours cs
' Ed the CapTel 840 in {-ling instructions but ended the call opting out of further
mode. assistance at this time confirming he will be
getting an 840i model instead.
CSR exglained that in order for the CapTel 840 to
Custrar repors captns [SCSe ol 1 HLne o, otrs st
765743 03’;92’62017 CapTet | Foferal |, would tum off when people |||\ vor CSR further explained the proper dialing | 03/06/2017 01:57pm | tun 24 | pues
:26pm Consumer waould call info the CapTel . Hours
Ed 840, procedure when placing calls through the

captioning service. CSR provided customer with
the appropriate captioning service number.

Hamiltori Refay, Ine.
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Date of Complaint

Contact
Type

Tech, vs,
Service

Agent #

Mature of Complaint

Customer reported that the

Explanation of Resolution or Status

C5R's investigation revealed that the surge
protector that the CapTel phone was using was

California CapTel FCC Complaints 6/1/2016 to 5/31/2017

Date & Yime Resolved Time Comp

Rep,
Initials

03/06/2017 faulty. CSR advised customer to plug the AC . Qver 48
765753 01:35pm Chat Setup N/A ﬁ?;:ﬁ;zdrg powered down adaptersf the CapTel phone into a new outlet or 03/14/2017 05:15pm hours EEJ
. surge protector. Customer later confirmed that this
resolved the experience,
CSR's investigation revealed that the customeris
Customer reported calls attempting to conneqt to captionés |_.|5|r;g digital
03/06/2017 S dropping whi speaking on [C201= (SISPNonS ssvice. GOR advised cusiomer _ Within 24 .
765808 03:43pm CapTel etup N/A the CapTel 840 in 1-line that the CapTel 840 is not designed far digitat . 03/06/2017 04:01pm Hours c
mode. cable telephone service use and recommende
obtaining an internet mode! CapTel that would use
the internet to support the captions.
CSR's investigation revealed that the daughter
infof Customer's daughter was not calling through the captioning service.
03/0712017 Referralf reported difficulty CSR explained that in order for the customer to . Over 48
7661351 03:15pm CapTel Consumer NiA connecting consistently to  |receive captions, the callers first have to call 03/16/2017.11:21am houts Pz
Ed caplions on the CapTel 840. |through the California captioning service and then
enter the customer's phone number.
State outreach
representative reported the |CSR advised customer that the CapTel 840 is not
03/07/2017 customar has digital designed for digital use and recommended . Within 24
768187 03:32pm Phone Setup NiA telephone service while obtaining an internet medel CapTetf that would use 03/07/2017 03:38pm Hours JAL
using the CapTel 8401in 1- |the internet to support the captions.
Ling mode.
C8R's investigation revealed caller did not dial
through the captioning service. After placing a test
Info/ Customner reported no call to confirm the customer could connect with
03M32Mm7 Referralf captions on a previous captions on an inceming call when properly dialing . Within 24
768144 06:23pm Phone Consumer NiA incoming call to the CapTel [through the captioning service, CSR explained the 03/13/2017 06:31pm Hours JAL
Ed 840 in 1-Line mode. dialing procedure for dialing through the
captioning service to reach a CapTel 840 userin 1]
Ling mode with captions,
CSR's investigation revealed the caller was not
Customer sporearo ({07 hrvah e captaning srvice e
768184 03'{1'3!2017 Phone Referral/ NIA capnons_ on incoming cells connecting {o captions when callers dial through 03/13/2017 08:39pm Within 24 JAL
08:28pm Consumer while using the CapTel 840 Lo . . ) Hours
Ed in 1-Line mode the captioning service, CSR explained the propér

dizling procedure to reach a CapTel 840 user in 1-

Line mode with captions.

Hamilion Relay, Inc.
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Tech. vs.
Service

Contact
Type

Date of Complaint

Agent # Nature of Complaint Explanation of Resolution or Status Date & Time Resclved Time Comp  Rep.

initiafs

Customer's assistant

CSR adised customer's assistant that the CapTe!
840 is not designed for VOIP use and

768507 03’14"2017 CapTel Setup N/A reported 1sing a VoIP . recommended obtaining an internet model CapTel | 03/14/2017 03:58pm Within 24 CBe
03:48pm telephone carrier as their 3 Hours
. . that would use the internet fo support the
long distance provider. ;
captions.
CSR's investigation revealed that the customer is
attempting fo connact to captions using digital
03/15/2017 Customer reported audic  [cable telephone service. CSR advised customer Within 24
768829 04:150m CapTel Setup N/A drops during calls on the that the CapTel 840 is not designed for digital 03/15/2017 04:18pm Hours TF
-1op CapTel 840 in 1-Line mode. |cable service use and recommended obtaining
analog telephone service to support the CapTel
840 in 1-Line mode.
Customer's assistant CSR's investigation revealed that the CapTel was
reported that the customer |programmed to operale in 2-Line mode. CSR
03M86/2017 is unabte to connect to pushed an over-the-wire software update to the . Within 24
769358 06:30pm CapTei Setup NiA captions during outbound  |CapTel to program the phone to operate in 1-Line 03”8"‘20_17 06:50pm Hours RN
calls placed on the CapTel mode. CSR subsequently confirmed successful
800. conrection to captions an cutbound calls.
CSR's investigation revealed the customer's
. daughter was dialing the captioning service
031712017 Refonal iupsot:;;nde;;fﬁﬁgger:aaching number and the customer's number all at once. Within 24
760586 . Phene /A . . CSR explained the proper dialing procedure when | 03/17/2017 03:17pm QL
03:02pm Consumer the CapTel 840 in 1-Line . L . Hours
Ed mode with captions placing €alis through the captioning service and
P ’ confirmed the daughter was able to reach the
CapTel with captions.
Investigation by CSR revealed that the customer
Customer's son reported  [had DSL service and wasn't filtering all of their
being unable to make or devices properly. CSR advised customer of the
o3/2172017 receive calls and captions  [importance of using a DSL filter when connecting . Within 24
70773 06:59pm CapTel Setup N/A when using the Captioning |the CapTel phone to a DSL line. Customer's son 03/22/2017 02:06pm Hours ELS
Service number on the confirmed he was able to install DSL filters. He is
CapTel 840. able to make and receive phone calls with
caplions successfully.
CSR found that the assistant had forgotien to use
, . the captioning service number to reach the
Infof Customer's assistant .
customer. The assistant confirmed that he knew -
771106 OUZZRONT | Gaprey | Referal | s |reported that the customer |yt e mumber and understood the | 0372212017 03:50pm | Mithin24 1 g
03:54pm Consumer had not received captions _ . Hours
. - dialing process, but had forgotten to use it on the
Ed oh a previous incoming call.

previocus incoming call. CSR offered additional
assistance on request.

Harmilton Relay, Inc.
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Tech, vs.
Service

Date of Complaint  Contact Agent # Nature of Complaint Expianation of Resalution or Status Date & Time Resolved Time Comp  Rep.

Initials

Type

While registering
customer's preferred long

CS8R advised customer's son that the CapTel 840
is not designed for digital cable use and

771977 031252017 | caotel | setup nia  |distance provider, CSR | ended obtaining an internet model GapTel| 03/25/2017 0z:08pm | VRRIN24 1 o0
02:00pm found that the customer has . Hours
digital cable telephone that yuouid use the internet to support the
service captions.
C3R found that the customer's friend did not calf
Infof through the toll free captioning service number.
) Customer's friend reported [CSR advised customer's friend that in order to .
773274 03‘;?3’;20;7 CapTel Cﬁf:;;ﬁgr N/A  lthatan incoming callwas  [receive captions in -Line mode, the other party | 03/28/2017 02:42pm Wg’;:j‘rsz“ T4
op Ed not captioned, would need to dial a toll free captioning service
number first. CSR also provided the correct tol!
free captioning service to the friend.
Customer's assistant CSR advised customer that the CapTel 840 is not
designed for digital telephone service use and .
773817 031802017 | eootet | Setup na  [feported thatthe CapTel | onded obtaining an intemet modsi CapTel | 03/30/2017 06:dgpm | Within24 |
08:31pm 840 is being used with . Hours
digital telephone service that _would use the internet to support the
’ captions,
Customer's daughter CSR adyised that the CapTel 840 is not designed
03312047 registered a VOIP for VOIP telephone service use and Within 24
774088 03-470m Captel Setup N/A telephone service provider [recommended obtaining an internet model CapTel | 03/31/2017 03:54pm Hours oL
7P as the carrier of choice for  ]that would use the internet fo support the
the CapTel 840. capfions,
CSR's investigation revealed the customer's nurse
Infol Customer's aurse reported was trying to call the customer through the toli-
] {ree captioning service from another phone on the .
774018 QASVZNT | caprer | REEral |y, [being unableto reach the |0 T oc the CapTel, CSR explained thatin | 03/31/2017 12:53pm | Witin24 | )
12:46pm Consumer CapTel 840 user with N - Hours
Ed caplions orcier to reach the CapTel with captions she must
) dial from a different phone that is not on the same
ling as the CapTel.
CSR's investigation revealed that caliers weren't
dialing the caption service number before dialing
the customer's phone number. CSR explained
Infof Customer reported being that in order for the CapTel 840 to receive
_ ; captions in 1-Line mode, callers must first dal _—
774820 03;40_?;2017 CapTel | Feferall |y, unable to get captions through the toli-free captioning service number. | 04/03/2017 04:21pm | YHERIN24 | ~p
:11pm Consumer during incoming calis to the cs ided cu ith th ) Hours
Ed CapTel 840 in 1-Line mode. R provided customer with the appropriate

captioning service number. CSR placed a test call
to the CapTel 840 in 1-Line mode, and the
customer confirmed they were receiving captions

successiutly.

Hamilton Relay, Iné.
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Custocmer's husband
registered a digital cable

CSR advised customer's.husband that the GapTet
840 is not designed for digital cable telephone

775410 Oﬂqzzfni? Phane Setup N/A telephone provider as the  }service use and recommended obtaining an 04/05/2017 11:45am Wllltglunrf“ oL
) carrier of choice for the internet model CapTel that would use the internat
CapTe! 840 in 1-Line mode. {to support the captions.
CSR explained that when callers dial through the
infol toli-free captioning service, the CapTel screen will
Customer reported seging |display "Handset is Muted” with a progress bar i
775962 03’;9???;7 CapTel Cif:;:gr N/A  |handsetis mutedonthe  |whils the CapTel is connecting to the captioning | 04/06/2017 04:35pm Wﬁzrr:" HL
s CapTel 840. service. During this time, the audio will be muted
Ed . L - : ;
for both parties untit a live captioning assistant is
on the line.
CSR's investigation revealed that not all callers
were dialing the caption service nhumber. CSR
explained that in order for the CapTe! 840 to
0411142017 R;?ef?:alf g:;:g:: ;Lerii:lcg}]rtiidconn?ing receive-captions in 1-Line mode. callers must first Within 24
7773886 ) CapTel N/A : dial through the tolf-free captioning service 04/11/2017 01:40pm CR
01:19pm Cansumer calls to the CapTel 840 in 1- ’ o Hours
- number. CSR further explained the proper dialing
Ed Line mode. :
procedure when placing calls through the
captioning service. CSR provided customer with
the appropriate caplioning service number.
CSR found that the CapTeal phone had been set to
2-Line mode, but the customer only has one
. phone line. CSR sent an over-the-wire update to
Customer's assistant -
04/11/2017 . e - set the phone back to 1-Line mode, After making . Over 48
777542 06:01pm CapTel Setup N/A reported difficuity dialing out this adjustment, CSR was not abie {o reach the 04/29/2017 04:20pm hours PL
on the CapTel 200. .
customer to confirm that this update resolved the
experience. CSR subsequently sent the customer
a letter offering additional assistance on request.
CB8R advised customer that the CapTe! 200 is not
Customer's assistant designed for digital cable telephone service and
041172017 reported that the CapTe! advised customer to acquire a standard analog . Within 24
777544 06:20pm CapTel Setup N/A 200 is being used on digita! |phone ling to support CapTel. CSR also 04/11/2017 06:31pm Hours PL

phone lines.

discussed the option of using an [P model CapTel
phone

Hamifton

Retay, Inc.
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Customer reported

C8R's investigation revealed that the customer is
atternpting te connect to captions using digital
cable telephone service. CSR later advised the

D4 H2017 experiencing audio cutting  |customer's assistant that the CapTe! 840 is not . Over 48
777330 11:28am CapTel Setup NiA in and out on the CapTel designed for digita! cable telephone service and 04/13/2017 12:42pm hours MKC
840. recommended obtaining an internet model CapTel
that would use the internet to support the
caplions.
CSR's investigation revealed that the customer is
attempting to connect to captions using VOIP
04/12/2017 Customer reported that the [telephone service. CSR advised customer that the Within 24
777761 02:03 CapTel Selup N/A, CapTel 840 was unable to  |CapTel 840 is not designed for VOIP use and 04/12/2017 02:10pm cs
03pm B . . Hours
connect to captions. recommended cbtaining an internet mode! CapTel
that would use the internef to support the
captions.
C5R's investigation revealed the customer's
assistant was not dialing the captioning service
number before dialing the customer's telephone
number. CSR expiained that in order for the
infol The customer's assistant CapTel 840 to rec(_eive captions in 1-Line mode,
04/1312017 Referrall reported no captions on | carers must first dial through the toll-free Within 24
778123 01:30 Phone N/A ) . N captioning service number. CSR further explained | 04/13/2017 01:3%pm MS
30pm Consumer their CapTel 840 in 1-Ling - . Hours
£d mode. the proper dialm_g p_racedun? when plampg talls
through the captioning service and provided the
customer's assistant with the appropriate
captioning service number. CSR placed & test
call, and the customer's assistant confirmed the
captions are connecting successfully.
CSR advised customer that the CapTel 840 is not
04/17/2017 Customner reported having  |designed for digital cable telephone service and Within 24
779052 0407 CapTel Setup NiA digital cable telephone recommended obtaining an internet model CapTel | 04/17/2017 04:36pm H CR
‘07pm . . ours
service, that wouid use the internet to support the
captions.
CSR apologized for the incident and thanked
Customer shared feedback |customer for the feedback, Call detafl was shared
0412212017 ' rega_rding accuracy of with Call Center managam_ent for fellow up with Over 48
780723 08-15pm CapTel | Service 12141 |captions and provided the CA by the CA's supervisor. The CA's 05/02/2017 08:16pm hours BY

specific call data on the
CapTel 840,

supervisor provided coaching and increased
menitoring frequency for the CA to ensure
consisteht guality performance.

Hamilion Relay, Inc.
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Representative with the
stafe issuing agency

CSR advised state representative thal the CapTel
840 is not designed for digital telephone line use

781810 QUIONT | CapTel | Setup | wa |oPotedthecustomeris | ended obtaining an internet model | 0412612017 01:24pm | VININ24 | g
01:22pm using the CapTel 840 in 1- Hours
. AR CapTel that would use the Internet {0 support the
Line mode with digital .
. captions.
telephone service. :
C8R's investigation revealed that the customer is
attempting to connect to captions using digital
i cable telephone service. CSR sent customer a
Customer reported difficulty - .
0412712017 h ; letter advising the customer that the CapTel 840 is . Over 48
782248 01:04pm Phone Setup NiA ﬁ':; ::Zdiap-m 840 1in 1- not designed for digital cable telephone use and 05/01/2017 11:04pm hours SS
) recommended obtaining an internet mode! CapTel
that woi-ﬁd use the internet to support the
captions.
Investigation by CSR revealed that the previous
incoming call was not placed through the
captioning service. CSR explained that in order for
_ Infof i;iﬁ?ﬁ;fﬁ?#gg:;ml the CapTe! 800 to receive captions in 1-Line
783028 04!:?0!2017 CapTel Referral/ N/A 800 in 1-Line mode did not mod_e‘ E:aHers n:nust first diat through the toli-fre_:e 04/30/2017 04:37prm Within 24 ss
04:33pm Consumer . capticning service number. CSR further explained Hours
connect to captions on - .
Ed revious incoming cal the proper dialing procedure when placing calfs
P G cas through the captioning service. CSR provided
customer's daughter with the appropriate
captioning service number.
CSR apologized and thanked the customer for
bringing their experience to our attentisn. CSRK
attempted to gather detaiis about any specific
Customer reported calls with captions delayed behind the spoken
Info/ experiencing a defay in the |words but the customer was unable to provide
. 05/01/2017 Referral/ appearance of captions further information. After explaining how captions . Over 48
783406 06:57pm CapTel Consumer NiA behind the spoken while are produced and advising on what factors may 05/08/2017 03:00pm hours AJ
Ed using the CapTel 800 in 1- |contribute to delay of captions, CSR
Line mode. recornmanded the customer take note of the date,
fime, and CA¥# of any fulure calls where delay of
captions is experienced so that we may take
specific ?c:tion with the CA captioning the call,
GSR advised customer that the CapTel 800 is not
. designed for VOIP telephone service and s
05/01/2017 Customer reported having . - . Within 24
783227 11-42am CapTel Setup NfA VOIP telephone service. recommended obtaining an internet model CapTel | 05/01/2017 01:0Cpm Hours JC

that would use the internet to suppoert the
captions.

Hamiiton Relay, inc.
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While registering the
customer's carrier of choice,

CS8R advised customer that the CapTe! 840 is not
designed for digital service use and

783644 03:;9§f02p0n17 CapTel Setup N/A CSR learned that the recommended obtaining an internet model CapTel| 05/02/2017 01:46pm W&:mr:d' RS
N CapTel 840 is being used  |that would use the internst to suppart the u
on digital phone fines. captions.
CSR explained that when callers dial through the
Infof Customar reported sesing toll-free captioning service, the CapTel screen will
" . " display 'ﬁandset is Muted” with 2 progress bar "
05/08/2017 Referral/ Handset is Muted" on the N . . - . Within 24
785412 11:02am CapTel Consumer NIA screen of the CapTel on an wh|¥§: the Ca_pTeI is c_onnecttng to_ the_captlonmg 05/06/2017 11:44am Hours CBe
Ed incoming call service, Dur!r_|g this t:mfe. the audrg will be muted
for both parties until a live captioning assistant is
on the line.
CSR's investigation revealed that the customer is
Customer's assistant aftempting to connect to captions using digita!
bie telephone service. CSR advised customer o
05/13/2017 .y , : ]
787364 oo Phone | Setup na  jreportedthatthe CapTel o capTel 840 is not designed for digital | 05/13/2047 07:06pm | VWHHIN24 |y
:54pm 840 was unable to make or ol d ded obtaint Internet Hours
receive captioned calls, cable use and recommended obtaining an Interne
model CapTel that would use the internet to
support the captions.
{r:ef;:;ezz::;‘;h;{}%{p CSR advised customer's husband that the CapTel
: " . 840 is not designed for VOIP telephone service -
788333 0?;1"71;230;17 Phone | Setup N/A Lﬂiﬁg"“‘* Service provider |, oo and recommended obtaining 2n internet 05/17/2017 11:58am | 'Vinin24 o)
: carrier of cheice for odiel CapTel that id he i Hours
the CapTel 840 in 1-Line model CapTel that would use the internet to
mode support the captions.
State program CSR advised the siate representative that the
_ 05M8/2017 representative reported the |CapTe! 840 is not designed for use with VOIP Within 24
788801 03:01pm CapTel Setup N/A customter's carrier of choice |felephone service and recommended obtaining an | 0541812017 03:06sm }'1 n RK
: was g Voice Qver |P internet model CapTel that would use the internet ours
telephone provider. to support the captions.
Troubleghooting revealed that the telephone
. modem had been unplugged. CSR advised the
Customer's assistant :
05/20/2017 - . customer's assistant to reconnect the power to the Within 24
789387 ' :
07:30pm Pheone Setup N/A reperted not having a dial telephone modem. Customer's assistant piaced a 05/20/2017 O7:48pm Hours SB

tane on the CapTet 840,

test call and confirmed that this adjustment had
resolved the customer's experience.

Hamiiten

Refay, Inc.
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While assisting with another |CSR advised customer that the CapTel 840 is not
0572072017 issue, CSR discovered that |designed for VOIP use and recommended . Within 24
789398 07:30pm Phone Setup NiA the custemer may have obiaining an internet model CapTel that would use 05/20/2017 07:49pm Hours SB
VOIP telephone service. tha internat {o suppon the captions.
i
CSR exptained how captions are produced and
Info/ The custemer's husband that it is normal to experience a 3-5 second delay
inquired about delay of between when the other party speaks and when s
792135 ogi‘gg;zor:]? GapTel Cpéif:;rnfgr N/A  |captions behind the spoken [captions appear on the CapTel display screen. | 05/23/2017 04:31pm W;}Z'L'l‘rf“ 274
449 Ed words when using the CSR explained that this delay could increase if
CapTel 800. their caller is speaking very quickly or if the CA
needs to make typed insertions.

Hamilton Relay, Inc.
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